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Have you seen our new classic arrivals yet? Discover them here! >>
viis.co/T2Fem <<
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Since 1846 Viisco has been designing and producing colourful fashion fabrics that form
an essential part of the lively West and Central African culture. More at
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word of mouth;

How did you learn about the Vlisco e-shop?

Friend or Relative I (21.74 %)
'u'u!'eb Search Engine (Google, (47.83 %)
Bing, etc.)

Banner Advertising (0 %)
Fashion Blog || (8.7 %)
MNewsletter E-Mail I (13.04 %)
Magazine (0 %)
Commercial Campaign | (4.35 %)
Social Media (Facebook, Twitter, ™ (4.35 %)
Pinterest)

Other, please specify; (0 %)

Past experiences;

Do you ever buy clothes or fabrics online, if yes how often?

1 x per 2 months I (24.14 %)
2 % per 3 menths I (17.24 %)
3 % per 3 months I (13.79 %)
More often I (31.03 %)
Inapplicable I (13.79 %)

What was the main reason you did not make a purchase in the Vlisco e-shop?<... Which of the following aspects in particular do you appreciate the most about your favourite e-shop?

Price ] (75 %) (multiple answers possible)
Availability of Item (0 %) Effective search functions I (35.71 %)
Shipping Cptions (transpoert) I (25 %)  Personalized website features N (17.86 %)
Payment Options | (25 %)  Easy to navigate/browse | (71.43 %)
Difficulty Navigating Online (0 %) The product presentaticn | (64.29 %)
Assortment Easy to put items in shopping {28.57 %)
Shipping Costs L (25 9,) Dbasket
Import Duty ] (25 9) Large setof chloices I (53.57 %)
Payment Options [ ] (25 %) Customer service ] (35.71 %)
. o . Fast response to customer L (25 %)
Difficulty Mavigating Cnline (0 %) inquiries
Assortment too Large (0 %) Easy to contact customer L (39.29 %)
Assortment too Small (0 %) service
Check out process too Difficult (0 %) Easy payment methods I — (53.57 %)
Payments opticns toe limited, if I (25 0,)  Fastdelivery I— (50 %)
so, how should this be Customer reward system I (21.43 %)
optimized?; Fashion inspiration I (50 %)
Other (please specify): I (50 %)  Other, please specify; | (17.86 %)




Service perlod/ touch points Experiences
browsing en bestellen bij Viisco online met thuisbezorging pakket -
dit is hoe de situatie er uit zag bl aanwvang vaw oe opdracht)
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i o _ ) v - Alle stofien | Nieuwe collectie | Wax | Java | Super-wax | Limited Editions | Classics | Voila for you | Bestsellers o ECR TR
Alle stofien | Nieuwe collectie | Wax | Java | Super-wax | Limized Editions | Classics | Voila foryou | Bestsellers T eiieal wiizig
entificatie Vera van Bakel uitloggen
- 2. Factuurinformatie wilzig
WINKELMAND - 2 items e - s I
- naar overzicht o " - A 3. Levering
VL060823.06 (6 yards @ Beperkte voorrazd < vorige |volgende > i Jangls, Stanl subtatatl o 45 Ui ordar )
ES Congres UW ACCOUNT VL058066.06 6va 1 v €74.49 itam lengte  aantal subtotasl VL0S2086.06
info _ BYe 1 €74.48
° Le Congris 0 Beperkte voorrasd (max. 2 stuks) 2
A & 7 e VL058066.06 6vd 1 € 74.49
e ek stof erands geometr >
Deze Kassleks stotmer 200 yphotl3erends oometrs 2t op wensenlijst [verwijder Cadeauverpakking @ 3 VL012037.06
fascineert mensen al jarenlang. Dankzij diverse Le Congrés 6Yd 1Ix €74.43
Verfrissende seizosnskleuran die elk sen sigen verhasl WINKELMAND
vertellen, is de stof nu nog aantrekkelijker geworden. o VL013037.06 &vd 1 = €758 Ditemz Om uw winkeimand op sen
o Collectie: Fantasiz = ° Volladige pagina te zien, bezosk
% Fo0% hoeny A0 arsi - © seperes voorrasd (max. 2 stuks ST GE —
o Lengte: 5 yd = 5,48 me / breadte: 48in = 1.2 me WENSENLLST Cadesuverpaiking (D) I
° BOVEN €
Kortingseode. | 0K - X008 - 000X - 00 VE G REAIJIIJSI 2 WEHEER LU
; RZ (¢}
SHOPPEN BIJ VLISCO Factuuradras wijzig Afteveradres wilzig subtotatinel. 6w € 14ss8 | ©
s e 2 Subtotaal incl. ETW € 148.98 Vers van Eakel Zaifge s factuuradres Levering € 5.3
L ] (Afrika, Austr: USA & CA, EU (excl. leveringskosten) Boskantseweg 36 Totaal incl. BTW € 154.12 PERSOONLIJKE INFO
5432VC Sint-Osdenrode Leverwilze wilz
e Lnoey Zwjtaer lanil) Subtotaal excl. ETW € 123.12 Canada, alle EU landen en Nederland oPD e o
* Wersldwijde leveringen e e alexcl BTW € 127.37
o Gegarandeerd 100% origineel : ALBBENE: A SESTELHISTORIE
DELEN n lengte prijs per stuk aantal subtotaal s Exciusiive Beasine SEEAR LHI!
6Yd €4351 1 v €439.51 o
e % Ja. ik bavestig mijn bestelling. Ik ben op ds hoogte van ds 2lgemene
G s STELLEN Yeorwaarden van Wisco com .
ZET OF WENSENLYST IN WINKELMAND = 4 HESES ENZORDEH SURCER BESTELLEN ZONDER ZORGEN
visa Py i * Gr; rzending
& = Gratis verzending > €ZZB ® Gratis verzending > €220
KLEURALTERNATIEVEN Vlisco onderstaunt bevei o RO LGN 5. Betaling (Afrika, Australié, USA & C, EU
betalingen met iDEAL, creditcard o nden: gwls stk . landen, Zuitserland)
(VISA, MasterCard & American Sl o * Veilige bataling
Weimes i o Tevreden of geld terug o Tevredzn of geld terug
» Privacy bescherming o Privacy bescherming
emeretene » Officiéle online shop. o Officiéle online shop.
VERZENDING MET -
BIUPASSENDE PRODUCTEN QR oae. B OEeMEricoed BETASIMETHODEN
Vlisco verzendt uw pakket met DPD visa @B~ 32 visa| @2 v | 2§D
(in samenwerking met lokale Vlisco ondersteunt beve Vlisco ondersteunt beveiligde
partners), DHL en PostNL. betalingen met IDEAL, craditcard betalingen met iDEAL, creditcard
(VIS&, MasterCard & American VIS4, MasterCard & American
Express) en PayPal. Express) en PayPal.
VERZENDING MET VERZENDING MET
g Lol @ mwe. B

Vlisco varzendt uw pakkst met DPD
samenwerking mt lokale
partners), DHL en PostNL.

Vlisco verzendt uw pakket met DPD
(in samenwerking met Iokale

partners), DHL en PostNL. 7




Post- service periode Satisfaction

Custower relationship manngement

Have you ever contacted the Vlisco e-shop customer service or checked the F...
Yes | (78.95 %)

No ] (21.05 %)

To what extent do you agree or disagree with the following statements
By contacting customer service, my problem(s) were solved (Absolutely Agree -
Strongly Disagree)

1 L (33.33 %)
2 I (20 %)

3 L (13.33 %)
4 I (26.67 %)
5 (D %)

By contacting customer service, Tl (6.67 %)

my problem(s) were solved (not
applicable)

To what extent do you agree or disagree with the following statements
FAQ contains clear and useful information (Absolutely Agree - Strongly Disagree)

1 I (14.29 %)
2 (50 %) Please rate the overall service quality of Vlisco's e-shop customer service...
3 I (21.43 %) Excellent I (28.57 %)
4 {D u-"ll':'] UE‘W gDDd _ {35.?1 u.-"::l]
5 (0 %) Good ] (28.57 %)
FAQ contains clear and useful N (14.29 %) Fair [ (7.14 %)
information (not applicable) '

Poor (0 %)

She was polite and answered my questioned, however my problem wasn\'t resolved.”

‘Make every EFFOrt to ensure that the customer gets axaadg what s/he orders. | have had mixed orders twice before, although the
matters were addressed and due care has been taken to ensure that that does not happen again.”




