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Panel of 37 Luxury Brands

LUXURY PANEL

Armani Loro Piana

Balenciaga Louis Vuitton

Bottega Veneta Max Mara    New

Brunello Cucinelli Michael Kors

Bulgari Miu Miu

Burberry Moncler

Cartier Moschino    New

Celine Prada

Chanel Ralph Lauren

Chloé Ray-Ban

Coach Saint Laurent

Dior Stone Island    New

Dolce&Gabbana Tiffany

Fendi Tod's

Ferragamo Tory Burch

Givenchy Valentino

Gucci Versace    New

Hermès Zegna

Hugo Boss
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DCM 2019 analytical frame revised/upgraded:
overall 20 Criteria and 200 Parameters

AXES CATEGORIES CRITERIA FOCUS

DIGITAL 
STRATEGIC REACH

(80 Parameters)

1. E-commerce Strategy
1. Countries with E-commerce (added HK, Luxury Pavilion CN, Isetan JP) Worldwide
2. Online Product Categories Extension (added Pet Accessories) US

2. "Made in" on Web 3. "Made in" on Web US

3. Customer Engagement Strategy
4. Web Languages Worldwide
5. Email Reach Worldwide
6. Social Reach (added Line JP, Kakao KR) Worldwide

DIGITAL 
CUSTOMER EXPERIENCE

(120 Parameters)

4.
Website Experience & 
Customer Service

7. Product Presentation on Product Pages US
8. Product Selection Support (added Order by Price, Size Finder Tool, Back-in-Stock) US
9. Customer Service Contact Options US

10. Chatbot on Facebook NEW CRITERIA US
11. Style Advisory US

5. E-commerce Experience
12 Online Shopping Appeal and Friendliness US
13. Online Payment Methods (added Gift Card) US
14. Delivery Options (added Return Shipping Options) US

6. Cross-Channel Experience
15 Store Finder (added Share of Store page) US
16. Cross-Channel Services US
17. Digital in Store NEW CRITERIA Italy

7. Customer Engagement Experience
18 Email Proficiency US
19. Share of Product Page (added Share via Link) US
20. Apps US
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Panel significant improvements in E-commerce Country 
Coverage, Social Reach and Cross-Channel Services (around 
35% 3-4 years ago)

Digital Competitive Map

Criteria

Competitive Map 

Score 2019

2019 Score Over 

Maximum Potential %

Email Reach 859 80%

Web Languages 716 72%

Customer Service Contact Options 245 66%

Online Shopping Appeal and Friendliness 340 66%

Countries with Ecommerce 772 65%

Social Reach 701 63%

Product Presentation on Product Pages 316 61%

Email Proficiency 486 57%

Store Finder 776 55%

Product Selection Support 486 55%

Cross-Channel Services 534 53%

Online Payment Methods 350 50%

Delivery Options 435 49%

"Made in" on Web 143 48%

Online Product Categories Extension 325 44%

Style Advisory 188 42%

Apps 114 39%

Share of Product Page 170 27%

Digital in Store 164 25%

Chatbot on Facebook 12 11%

Total Panel 8.131 55%
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Digital Competitive Map Luxury 2019
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Digital Customer Experience (US focus)
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Countries with Ecommerce: example detailed supporting table

Improvement 

DCM 2019 vs. DCM 2018

Worsening 

DCM 2019 vs. DCM 2018
Legenda:

COUNTRIES WITH E-COMMERCE

Brand Ranking USA Canada Europe

Russia Japan Korea Mainland China

Hong 
Kong

Taiwan India Australia Brazil Mexico

Gulf 
(UAE/ 
Qatar/ 
Saudi)

Online Sales 
on E-tailers 

Net-a-
Porter/

Mr Porter 
US

Online 
Sales 

on E-tailer
24 Sèvres 

US

Online 
Sales 

on E-tailer
Farfetch US

Russia Direct
Online Sales 

on Dept. Store 
TSUM

Japan Direct

Online Sales 
on Dept. 

Store Isetan/ 
Mitsukoshi 

luxury

Korea Direct

Flagship 
Online Stores

Lotte/ 
Hyundai/ 
Shinsegae

China Direct

Flagship Online 
Store on 

Luxury Pavilion 
(TMALL App)
(April 2019)

WeChat 
Boutique

(April 2019)

Valentino 1 Yes Yes Yes Yes Yes Yes Yes (Women) Yes No Yes Yes No Yes Yes Yes Yes No No Yes Yes Yes Yes

Burberry 1 Yes Yes Yes Yes Yes Yes No Yes Yes Yes Yes Yes Yes Yes No Yes No No Yes Yes Yes Yes

Bottega Veneta 3 Yes Yes Yes No Yes Yes No Yes No Yes Yes No Yes Yes Yes Yes No Yes Yes Yes Yes Yes

Balenciaga 4 Yes Yes Yes Yes Yes Yes No Yes No Yes No No Yes Yes Yes Yes No Yes Yes Yes Yes Yes

Chloé 4 Yes Yes Yes Yes Yes Yes No Yes No Yes No No Yes Yes Yes Yes No Yes Yes Yes Yes Yes

Dolce&Gabbana 4 Yes Yes Yes Yes Yes Yes No Yes No Yes No No Yes Yes Yes Yes No Yes Yes Yes Yes Yes

Moschino 7 Yes Yes Yes Yes Yes Yes No Yes No No Yes No Yes Yes Yes Yes No Yes Yes Yes No Yes

Zegna 7 Yes Yes Yes No Yes Yes No Yes Yes Yes Yes Yes Yes No No Yes No Yes No Yes No Yes

Armani 9 Yes Yes Yes Yes Yes Yes No Yes No No Emporio Armani
Yes

(Armani Beauty)
Yes Yes Yes Yes No Yes No Yes No Yes

Ferragamo 10 Yes Yes Yes No Yes Yes Yes (Women) Yes Yes Yes No Yes No No No Yes No Yes No Yes Yes Yes

Gucci 10 Yes Yes Yes No Yes Yes No Yes Yes Yes No Yes Yes No No Yes No No Yes Yes Yes Yes

Michael Kors 10 Yes Yes Yes Yes Yes Yes No Yes Yes Yes No Yes No No Yes Yes No No Yes Yes No Yes

Ray-Ban 10 Yes Yes Yes No Yes Yes No Yes No Yes No Yes Yes No Yes Yes Yes Yes No Yes No Yes

Ralph Lauren 14 Yes Yes Yes Yes Yes No Yes (Women) No Yes Yes Yes Yes No No No No Yes Yes No Yes No Yes

Stone Island 14 Yes Yes Yes Yes Yes Yes No Yes No Yes No No Yes Yes Yes Yes No No No Yes No Yes

Tory Burch 16 Yes Yes Yes No Shoes, Bags Yes No Yes No Yes ( via US site) No Yes Yes No Yes Yes No No No Yes Yes Yes

Brunello Cucinelli 17 Yes Yes Yes Yes Yes Yes No Yes No Yes No No Yes Yes No Yes No No No Yes No Yes

Miu Miu 18 Yes No Yes No Shoes, Eyewear Yes No Yes No Yes No No Yes Yes No Yes No No Yes Yes Yes Yes

Fendi 19 Yes Yes Yes No Yes Yes No No No Yes No No Yes No No Yes No No Yes Yes Yes Yes

Prada 19 Yes Yes Yes No Yes Yes No No No Yes No No Yes No No Yes No No Yes Yes Yes Yes

Coach 21 Yes Yes Yes No Yes Yes No No Yes Yes No Yes No No No Yes Yes Yes No No No Yes

Max Mara 21 Yes Yes Yes No No Yes Yes Yes No Yes No No No No No Yes No No No Yes Yes Yes

Moncler 21 Yes Yes Yes Yes Yes Yes No Yes No Yes No No No No No No No No No Yes Yes Yes

Tod's 21 Yes Yes Yes No Yes No No No No Yes Yes Yes Yes No No Yes No No No Yes No Yes

Cartier 21 Yes Yes Yes No Beauty Yes No No No Yes No Yes Yes No No Yes Yes No No Yes No Eyewear

Louis Vuitton 26 Yes Yes Yes Yes Yes Yes No Yes No Yes No Yes No No No Yes Yes No No No No No

Saint Laurent 26 Yes Yes Yes No Yes Yes No Yes No No No No Yes No No Yes No No Yes Yes No Yes

Loro Piana 28 Yes No Yes Yes Yes Yes No No No Yes No Yes No No No No No No No
Yes (no 

products)
Yes Yes

Hugo Boss 28 Yes No Yes No Yes No No No Yes Yes Yes Yes No No No No No No No Yes No Yes

Versace 30 Yes Yes Yes No Yes No No No No Yes Yes No No No No No No No No Yes No Yes

Tiffany 31 Yes Yes Yes No Eyewear Yes
Reserve in store

(Jewelry)
No No Yes No No No No No Yes No No No Yes (1 product) No Yes

Dior 32 Yes No Yes No
Eyewear, Soft 

Accessories
Beauty No Yes Beauty Yes No Yes No No No No No No No No Yes Yes

Bulgari 33 Yes Yes Partial No
Beauty, Eyewear, 

Candles
Yes

Reserve in store
(Jewelry)

No No Yes No Yes No No No Yes No No No
Yes (no 

products)
No SLG

Hermès 34 Yes Yes Yes No Beauty Yes No No No Yes No No No No No Yes No No No No No No

Celine 35 Yes No Yes No Eyewear Yes No No No No No No No No No No No No No No Yes Eyewear

Givenchy 36 No No Yes No Yes No No No No No Yes No No No No No No No No Yes Yes Yes

Chanel 37
Beauty, 
Eyewear

Beauty
Beauty, 
Eyewear 

(UK)
No Eyewear Beauty

Reserve in store
(Jewelry & 
Watches)

Beauty Beauty Beauty No Yes No No No No Beauty No No No No Eyewear

Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes

Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial Partial

No No No No No No No No No No No No No No No No No No No No No No
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LFL Panel Direct E-commerce presence 
(%, Panel 33 brands, DCM 2019 vs DCM 2018)

2018 2019

Significant increase in Direct E-commerce presence in China, 
Australia, Korea, Russia, Gulf countries and Taiwan
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Countries with Direct Ecommerce by Brand 
(Panel 33 Brands, DCM 2019 vs DCM 2018)

2018 2019

Michael Kors and Miu Miu with the most Direct E-commerce 
additions

Note: Europe accounted as one single country, Givenchy still not active in US by the end of the analysis
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Dior US Product page

Celine and Dior started to sell full catalog online in US

Celine US Product page
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Hermès / Bottega Veneta / Fendi / Ralph Lauren / Tiffany 
started to sell directly online in China

Example Hermès

China
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Moncler / Miu Miu / Chanel started to sell directly online in Korea

Example Moncler (in Korea powered by Moncler, not by Ynap)

Shipping to: KR
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Louis Vuitton / Michael Kors / Ralph Lauren started to sell 
directly online in Russia
Example Louis Vuitton

Add to Cart
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Dolce&Gabbana / Chloé / Miu Miu started to sell directly online in 
Taiwan
Example Dolce&Gabbana

TAIWAN

Shop now
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Michael Kors started to sell directly online in India

India
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Prada / Miu Miu / Michael Kors started to sell directly online in 
the Gulf
Example Prada (UAE)

Ship to: UAE
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WeChat Boutiques brand coverage almost doubled
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11 Brands selling on Luxury Pavilion

Example Bottega Veneta

Luxury Pavilion Homepage Luxury Pavilion Product Page

Add to cart │Buy
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Zegna and Hugo Boss started to sell online on major Korean 
dept. store Shinsegae
Example Zegna
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Only Max Mara / Valentino / Ferragamo / Ralph Lauren  selling 
online on Japanese Isetan Mitsukoshi Luxury
Example Max Mara
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Most Brands increased their online offer in Jewelry

Example Ferragamo
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New Panel entry Versace with significant online offer of Jewelry
and Watches…
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….and also Homeware
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New Panel entries Stone Island / Moschino / Versace selling  
Childrenwear online
Example Stone Island

SS_’019_STONE ISLAND JUNIOR
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Tiffany with significant online offer for Pets

Pets
Your pet is part of the family 
so make them best in show 
with elegant accessories, 
including pet collars and tags, 
bowls splashed in our iconic 
Tiffany Blue® hue and leather 
leashes dashed with style.
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Jewelers significantly expanding their online offer into Soft Luxury 
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Extension into Soft Luxury
(US, number of Bags/SLG/Soft Acc, DCM 2019 vs DCM 2018)
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Hermès starting to declare “Made-in” in RTW and Soft
Accessories (beyond Watches already done before)

Made in France Made in France
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Louis Vuitton started to declare “Made-in” origin for Shoes
(beyond RTW and Watches already done before)

Made in Italy
Made in Italy
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Versace only new Panel Entry systematically declaring 

Made in Italy

Made in Italy
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Panel increasing Web Language coverage particularly on 
German and Spanish
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Gucci and Tod’s added Chinese Traditional on website

Example Tod’s



31
© Copyright 2017-2020 Contactlab 

This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

6 Brands offering Arabic language on website

Example Chanel
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New Panel Entry Moschino offering English, Chinese and 
Spanish options on US website

English 

Spanish

Chinese
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Panel increasing Email language coverage particularly on 
Chinese Simplified / Traditional, Japanese and Spanish
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Miu Miu added Chinese Simplified / French / Spanish / German 
in emails

Chinese Simplified Spanish GermanFrench
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Loro Piana added Chinese Simplified /Japanese / Russian in emails

Chinese Simplified RussianJapanese
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Bulgari, Gucci and Coach only brands with Email in Arabic

Example Bulgari
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only Chanel / Givenchy / Dolce&Gabbana Russian VK
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Socials heavily used for driving traffic to Brand e-store

Brands linking 
Socials to E-store

1 out of 1 
(D&G)

12 out of 
12

35 out of 
37

18 out of 
19

29 out of 
31

30 out of 
34

31 out of 
37

25 out of 
32
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Brands linking Socials to Brand e-store directly or via Social Store 
(% Brands with E-commerce and Account, DCM 2019)



39
© Copyright 2017-2020 Contactlab 

This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

11 Brands added Instagram Shop Feature

Example Zegna

Instagram Shop Product Page on Zegna E-storeInstagram Product Page
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18 Brands linking Line account with E-store

Example Burberry

Burberry Japan E-storeLine Post with Link to E-store
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12 Brands linking Kakao account with E-store

Example Miu Miu

Kakao Account Homepage Product Page on Miu Miu E-storeKakao Post with Link to E-store
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Loro Piana with combined Link from Wechat to both 
Brand E-store and WeChat Boutique

Link from WeChat to Brand E-store Link from WeChat to WeChat Boutique
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Fendi still offering the most Share options on Product Page, 
including WeChat / Weibo / WhatsApp / Line

WhatsApp Line

WeChat

Weibo
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9 brands including Videos with Worn Products

Example Dolce&Gabbana (new addition)

VIDEO
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Most brands displaying Products both worn and not worn

Example Moncler (new addition)
Product not wornProduct worn
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Half panel including Model Measures on product pages

Example Bottega Veneta (new addition)

Model Fit Details

The model is 179cm/5’10 ½’’ 
and is wearing an Italian size 39 
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Size finder Tool offered by 5 brands

Example Max Mara (FitFinder)

Your Best Fit
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Chanel offering Virtual Try-on for Beauty and Eyewear

TRY ON

TRY ON TRY ON
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Armani offering Virtual Try-on for Beauty

Virtual try-on

Live Camera
Upload Photo
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Dior offering Shade comparison tool for Beauty

Possible to drag 
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Brands offering Customer Care Contact options 
(%, Panel 37 brands, DCM 2019)

Ca. 2/3 of Brands offering Customer Care contacts via 
Facebook, Instagram, and Web Live Chat
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22 out of 37 Brands now have Web Live Chat

Example Burberry

Web Live 

Chat
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24 out of 37 Brands offering Email contact option on Instagram…

Example Versace

Email
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…but only Balenciaga/Cartier/Ralph Lauren offering Call 
contact option on Instagram
Example Balenciaga
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2/3 of Brands offering Message option on Facebook

Example Prada (new addition)

Send 

Message
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Similarly to Louis Vuitton, now also Cartier is highlighting 
Facebook Message option on website
Example Cartier

A Cartier ambassador 
will reply to you via 
Facebook Messenger

Message us



57
© Copyright 2017-2020 Contactlab 

This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

Style Advisory: via Chat and Phone quite OK, while via Email and 
FB not OK !

STYLE ADVISORY  (tested in May-June 2019)
Brand Ranking Web Live Chat Phone Email Facebook Twitter

Burberry 1 Plus (extensive argumentation, useful tips + links) Plus
Extra Effort (Argumentation and links + follow up email 

about Sales)
Chatbot only:

refer to email / call for live assistance
Yes (to the point + link)

Loro Piana 2 Plus (to the point, brief explanation when asked) Plus Plus (Argumentation and links with pictures) No reply n.a.

Tory Burch 2 Plus (good argumentation + links) Plus Yes (to the point + link) No reply Yes (to the point + link)

Cartier 4 Plus (to the point, brief explanation when asked) Plus Invite to call Yes (to the point + link) n.a.

Bottega Veneta 5 Yes (to the point + links) Plus Plus (Argumentation and links) Refer to website n.a.

Chanel 5 Plus (to the point, brief explanation + links and pictures) Plus Refer to website n.a. n.a.

Louis Vuitton 5 Yes (to the point, no argumentation) Plus Yes (to the point + link) Refer to website Yes (to the point + link)

Michael Kors 5 Plus (very good argumentation + links) Plus Invite to call Refer to website / call n.a.

Gucci 5 Plus (to the point + links, brief explanation when asked) Plus No reply
Automatic reply:

refer to Customer Care on website
n.a.

Bulgari 10 Yes (to the point + links) Plus Yes (to the point + link) n.a. n.a.
Coach 10 Yes (to the point + links) Plus Yes (to the point + link) No reply n.a.
Ray-Ban 10 No chat Plus Yes (to the point + link) Yes (to the point) Yes (to the point)

Balenciaga 13 Plus (to the point, + links on request and pictures) Yes No reply n.a. n.a.

Ralph Lauren 13 Yes (to the point + links) Plus No reply n.a. n.a.

Saint Laurent 13 Not active Plus Plus (Argumentation and links) n.a. n.a.

Dior 13 Not active Plus Yes (to the point) Yes (to the point + link) n.a.
Celine 17 No chat Plus Yes (to the point + link) n.a. n.a.

Dolce&Gabbana 17 Yes (to the point + links, not proactive) Yes Yes (to the point + link) n.a. n.a.

Ferragamo 17 No chat Plus Yes (to the point + link) No reply n.a.
Tiffany 17 No chat Plus Yes (to the point + link) No reply Refer to boutique
Chloé 22 No chat Plus Refer to website / boutique No reply n.a.

Hugo Boss 22 Plus (very good argumentation, useful suggestions + links) Not provided No reply Refer to live chat Refer to live chat

Max Mara 22 No chat Plus Refer to website No reply n.a.

Moschino 21 Yes (to the point + links) Not provided
Extra Effort (Argumentation and links with pictures+ 

follow up email about Size guide)
n.a. n.a.

Tod's 22 Plus (to the point, very brief explanation + links) Refer to boutique Refer to website / boutique n.a. n.a.

Valentino 22 Plus (to the point, brief explanation + links) Refer to boutique Refer to boutique No reply n.a.

Zegna 22 No chat Plus Refer to website No reply No reply
Fendi 28 No chat Yes Yes (to the point + link) Refer to website / boutique n.a.
Moncler 28 No chat Yes Refer to boutique Yes (to the point + link) n.a.
Armani 30 No chat Yes Refer to website No reply n.a.
Hermès 30 No chat Yes Refer to website Refer to website / call n.a.

Miu Miu 30
No (reply not to the point, given a generic link, operator left the 

chat without waiting for a reply)
Yes No reply

Automatic reply:
refer to website

n.a.

Versace 30 No chat Yes Refer to website n.a. n.a.

Brunello Cucinelli 34 No chat no phone number No reply n.a. n.a.

Givenchy 34 No chat no phone number Refer to boutique n.a. n.a.

Prada 34
No (sent product codes instead of links, operator left the chat 

without waiting for a reply)
Refer to boutique Refer to boutique Refer to boutique n.a.

Stone Island 34 No chat no phone number Refer to boutique No reply n.a.

Plus (engaging dialogues, proactivity, product pictures beyond 
link on web, ...)

Plus (engaging and proactive)
Plus (engaging dialogues, product picture beyond link on 

web, ...)
Yes Yes

Yes (reply to the point and link to product on web) Yes Yes (reply to the point, link to product on web)

Style Advisory Not  Offered or reply not to the point Style Advisory Not  Offered or reply not to the point Style Advisory Not  Offered or reply not to the point Style Advisory Not  Offered or reply not to the point Style Advisory Not  Offered or reply not to the point
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18 Brands now offering Style Advisory via Web Live Chat 
vs. 10 Brand in DCM 2018 

Example Tory Burch
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Style Advisory via Email: Burberry and Moschino best 
practices with follow up emails
Example Moschino

To help you choose your size correctly, 
we suggest you consult our size table:

First Email

Second Email
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Only Moncler / Cartier / Dior / Ray-Ban offered effective
Style Advisory via Facebook 
Example Moncler
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…Chatbot on Facebook a possible solution, but few pioneers

CHATBOT ON FACEBOOK

Brand Ranking

Chatbot Features

Information on Payments / Deliveries / 
Returns

Brand Heritage / Product Info & Care Omnichannel Features
E-commerce link  from 

chatbot to E-store
Operator 

option

Michael Kors 1
Yes (Information about Payments, 

Deliveries, Cancellations, Returns and sales)
Yes (Information about fashion shows, Editorials, 

smartwatches functions & car)
Yes ( Store locator, Information about In-Store 

services, store openings and store phone numbers)
Yes Yes

Louis Vuitton 2 No
Yes (Information about fashion shows, Editorials, 

product materials & product care)

Yes ( Store locator, Check In Store Availability, 
Information about In-Store services, store openings 

and store phone numbers)
Yes Yes

Tiffany 2 Yes (Information about Payment conditions) No
Yes ( Store locator, Information about In-Store 

services and store phone numbers)
Yes Yes

Burberry 4
Yes (Information about Payments, 

Deliveries, Cancellations, Returns and sales)
Yes (Information about fashion shows)

Yes ( Store locator, Information about In-Store 
services, store openings and Product Personalization)

Yes No

Dior 4 No Yes (Information about Campaign and Editorials) No Yes Yes

Armani 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Balenciaga 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Bottega Veneta 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Brunello Cucinelli 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Bulgari 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Cartier 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Celine 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Chanel 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Chloé 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Coach 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Dolce&Gabbana 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Fendi 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Ferragamo 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Givenchy 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Gucci 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Hermès 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Hugo Boss 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Loro Piana 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Max Mara 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Miu Miu 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Moncler 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Moschino 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Prada 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Ralph Lauren 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Ray-Ban 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Saint Laurent 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Stone Island 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Tod's 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Tory Burch 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Valentino 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Versace 6 No chatbot No chatbot No chatbot No chatbot No chatbot
Zegna 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Yes Yes Yes Yes Yes

No No No No No
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Louis Vuitton using Chatbot for Product Info & Care 

What material is you Louis Vuitton 
product?

Product Care
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Burberry using Chatbot for Information on Payments / 
Deliveries / Returns 

Payments Deliveries Returns
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Tiffany using Chatbot for Store Locator 

Find a 
Store



65
© Copyright 2017-2020 Contactlab 

This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

Louis Vuitton using Chatbot for in Store Availability

Available in Stores
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Michael Kors linking Chatbot to Brand E-store

Shop The Looks

Michael Kors chatbot on Facebook 
Michael Kors E-store
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Payment methods adopted by panel in US

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Visa /
Mastercard

/ Amex

PayPal Secure
Payment

Notice

Discover JCB
(Japan)

Diners Club Gift Card Apple Pay  Union Pay
(China)

Maestro Installment
payment

WeChat Pay
/ Alipay

Bank
Transfer

Total Panel Online Payment Methods Coverage 
(%, Panel 36 brands excluding Givenchy, DCM 2019, US)
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24 Brands offering Discover Credit Card in US

Example Gucci
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6 Brands offering Apple Pay  

Example Chanel (new addition)
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Only Ray-Ban / Tiffany / Ralph Lauren offering Installment 
Payments in US
Example Ray-Ban (new addition)

Or 4 
payments of 
40.75 with 
afterpay
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Next Day/Overnight Delivery offered by ca. 70% of brands, 
Second Day by ca. 40%, Saturday Delivery by ca. 20%
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Only Louis Vuitton / Loro Piana offering Same Day delivery 

Example Loro Piana
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Cross-channel services offered by Panel in US
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Valentino / Gucci / Saint Laurent / Moncler adding Reserve&Try

Example Valentino

Reserve this item
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6 brands adding Make-to-Order services 

Example Gucci

Championing the idea of self-expression, knits and accessories Ophidia totes and Ace sneakers can be personalized with 
letters in diverse colors and materials.

Personalize your 
Knitwear

Personalize your Tote

Personalize your Ace
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Only Hugo Boss and Moncler promoting Endless Aisle service 
on Websites (1/2)

Services & Promotions

Endless Aisle Shopping

Example Hugo Boss
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Only Hugo Boss and Moncler promoting Endless Aisle service 
on Websites (2/2)
Example Moncler
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Apps with Augmented Reality features (1/3)

Example Hermès Twilly d'Hermès App

AUGMENTED 
REALITY

Lay the silk twilly flat, or 
place the sleeve in front 
of you.

Choose the ‘Augmented 
Reality’ item on the menu 
and point the camera of 
your smartphone above 
any of the twilly’s peaks, 
or the Twilly d’Hermès 
face of the sleeve.

INSTRUCTIONS
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Apps with Augmented Reality features (2/3)

Example Moncler Genius AR Lens App

MONCLER GENIUS AR LENS brings the 
printed pages of “MONCLER GENIUS book” to 
life using Augmented Reality in a new kind of 
lookbook experience created by THE 
DEPARTMENT OF NEW REALITIES. We’ll 
reveal the secret multiverse behind each of the 
8 Genius collections — invisible to the eye—
and only seen through the MONCLER GENIUS 
AR LENS app.
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Apps with Augmented Reality features (3/3)

Example Gucci App with Home Décor and Virtual Try-on for Eyewear and Sneakers

WHAT’S NEW

Virtually try on Ace sneakers with the latest version of 
the App

Eyewear: users can digitally try on Gucci sunglasses, 
take a photo and share.

Decorate your spaces with new Gucci Décor objects 
using Augmented Reality.
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Louis Vuitton and Prada offering Travel Apps

Example Louis Vuitton City Guide App

Since adventure might be around any corner, 
Louis Vuitton has mixed tried-and-tested 
favourites with new places and traditional 
sites with offbeat ones, as long as they 
express the soul of each city
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DCM Luxury 2019: Key Research Conclusions (1/3)
Overall

‒ Overall Panel Exploitation for New DCM 2019 55%. Panel Score on Strategic Reach 

Axis (65%) higher than on Digital Customer Experience Axis (50%)

‒ Overtime significant improvement in E-commerce Country Coverage, Social Reach 

and Cross-Channel Services Criteria (now above 50%, while around 35% 3-4 years 

ago)

‒ In DCM 2019 Burberry and Gucci co-leading. Louis Vuitton, Valentino, Fendi also 

standing out in the top 5

• Burberry with maximum score on the Digital Strategic Reach Axis (Gucci close)

• Gucci with maximum score on the Digital Customer Experience Axis (Burberry

very close)

‒ Miu Miu, Dior, Ferragamo with the most significant improvements on the Digital 

Strategic Reach Axis ranking vs DCM 2018

‒ Ralph Lauren, Miu Miu, Dior and Moncler with the most significant improvements on 

the Digital Customer Experience Axis ranking vs DCM 2018
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DCM Luxury 2019: Key Research Conclusions (2/3)
Digital Strategic Reach Axis

‒ Powered by Ynap brands (Valentino, Bottega Veneta, Chloé, Balenciaga, Moschino, 

Armani), plus Burberry and Dolce&Gabbana with the largest e-commerce presence 

worldwide

‒ Significant increase in direct E-commerce presence in China, Australia, Korea, 

Russia, Gulf and Taiwan

‒ Hermès and Gucci with the largest Product Category online offer, followed by 

Armani/Versace/Tiffany

‒ Soft Luxury companies significantly expanding into Hard Luxury… while Hard 

Luxury companies into Soft Luxury

‒ Ca. 60% of Brands with official account on Japanese Line, ca. 50% on Korean Kakao,

only Chanel/Givenchy/ Dolce&Gabbana on Russian VK

‒ Social accounts heavily used for driving traffic to Brand e-store. Link to E-store 

particularly increased for Instagram, Weibo and WeChat
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DCM Luxury 2019: Key Research Conclusions (3/3)
Digital Customer Experience Axis

‒ Ca. 60% of Brands offering Customer Service contact via Web Live Chat (up from below 50% in 
DCM18)

‒ Style Advisory via Chat and Phone quite OK, while via Email and Facebook not OK ! 
‒ Chatbot a possible solution for Customer Service via Facebook, but few pioneers: Louis Vuitton / 

Burberry /Dior / Tiffany / Michael Kors
‒ In US Discover/JCB Credit Cards offered by ca 60% of brands, Apple Pay by ca. 20%, Installment 

Payment only by Ray-Ban, Ralph Lauren and Tiffany 
‒ Hermès best adapted to US delivery standards (Overnight/ Second Day/Saturday delivery options). 

Only Louis Vuitton and Loro Piana offering Same day delivery

‒ Zegna/Gucci/Prada with the most complete offer in “Cross-Channel Services”. In Store Availability 

now offered by ca. 70% of Panel (vs 50% DCM 2018), Reserve &Try by ca. 20%

‒ Ca. Half Panel offering the very useful “Endless aisle” feature in Store, even if only Hugo Boss and 

Moncler declare it on website

‒ Augmented Reality starting to appear in Luxury: Virtual Try-on tools for Beauty, Eyewear, Shoes and 

Home Décor simulation
‒ Still some surprising findings!

• 3 brands not offering Customer Service via Phone

• 6 Brands did not reply to Email enquiries, 11 Brands to Facebook enquiries
• 2 brands not giving information about Store Opening Days/Hours
• 1 brand with no Cross-Channel Services at all 
• 10 Brands with no Mobile Responsive/Adaptive Layout yet
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