


[.azada

e Foundedin 2012

e eCommerce platform.

e \With a presence in six countries —
Indonesia, Malaysia, the Philippines,
Singapore, Thailand and Vietnam

e Regional flagship of the Alibaba
Group



Competitors

ﬁ Shopee QOO]O

ezbuy ZALORA
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Share of Audience

the brand’'s and its competitors’ follower
counts on their social media accounts



Raw Breakdown

Brand
Shopee
Qoo10
Zalora
EzBuy
Lazada

Instagram Followers
86,400
28,200
115,000
38,000
60,300

Facebook Likes

19,946,898
389,000
19,500
313,465

30,476,325

TikTok Followers
31,100
3285
19,500
226
34,500

Twitter Followers
7422 19,985,420

3,979 424,464
67,500 221,500
1168 352,859

3,360 30,574,485



SOA (Data on 28 January 2021)

Shopee
Qo010
Zalora
EzBuy

B

19,985,420
424,464
221,500
352,859

D

30,574,485
30,574,485
30,574,485
30,574,485

65%
1%
1%
1%



SOA Insights

SOA
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Shopee Qoo10 Zalora EzBuy Lazada

Lazada dominates the share of audience.

Shopee has 65% of the SOA of Lazada

The rest of the brands (Qoo10, Zalora, EzBuy) have only 1% of
the SOA of Lazada.
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Share of Search

the brand’'s and its competitor’s overall
and monthly search trends using
Google Trends



SOD

Interest over time

|

<>

LM

Average an 5,2020 May 10, 2020 Sep 13,2020

There were spikes in Lazada's search volume in August (2-8 August).
A second spike was observed in September (6-12 September).
A third spike was also observed in November (8-14 November).



Reason behind the August Spike

X

Lazada X X

NATIONAL
88 DAY SALE b \
8-10 AUG \

OUR HEART BEATS
WITH SINGAPORE.

CELEBRATE WITH
UP TO 90% OFF.

GET $5 OFF ON FIRST ORDER

ADD TO CART




Reason behind the September Spike




Reason behind the November Spike

Lazada .1l

11NOV

LOWEST PRICE*
IN OUR BIGGEST

ONE-DAY SALE
3 Volcuens | D &




What are people searching for Lazada?

Related queries Rising v ¥ <> <

—

lazada voucher 2020

2 lazada promo code 2020

3 lazada voucher code 2020

4 lazada national day sale

5 lazada birthday 2020



Share of Search Volumes

Average

Lazada Group 50

Lazada's Brand share: 34.48%

Average

Shopee 58

_ ENEE mmEm -
Average Jan

Shopee’s Brand share: 40%

Average

Qo010 Pte. Ltd.

Qo010's Brand share =13.10%




e®oce
Share of Search Volumes

Average Average

ezbuy 9 ZALORA 9

/“._‘\‘/ eraqge \' an ' ll —
lan [
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EzBuy's Brand share: 6.21% ZALORA's Brand share =6.21%




SOS Insights
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34.48
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Lazada Shopee EzBuy Qoo10 Zalora

Shopee has the largest share of search (40%) relative to other e-commerce platforms in Singapore.

Lazada comes in closely in the 2nd place (34.48%), which is only 5.52% difference. Lazada has more
than double the share of search relative to Qoo10 (13.10%), Zalora (6.21%) and EzBuy (6.21%)/.
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Share of Voice

The brand’s and its competitor’s
mentions and the recurring
topics and sentiment



Lazada SOV

TOTAL MENTIONS @
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SOCIAL REACH
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SOCIAL ENGAGEMENT

4k total engagements

SENTIMENT ANALYSIS
@ 43(34.7%) positive
3(2.4%) negative

47 (37.9%) neutral
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Shopee SOV

TOTAL MENTIONS (6) SOCIAL REACH SOCIAL ENGAGEMENT SENTIMENT ANALYSIS
46 " unique 0@ 820 total engagements @ 15 positive
0 negative

|8 QOverview Chart A
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Zalora SOV

SOCIAL ENGAGEMENT SENTIMENT ANALYSIS

283 - 25(46.3%) positive
total engagements

0(0.0%) negative
28(51.9%) neutral

& Overview Chart A
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Ezbuy SOV

SOCIAL REACH SOCIAL ENGAGEMENT SENTIMENT ANALYSIS

14 = 1(6.7%) positive
total engagements 0(0.0%) negative

14(93.3%) neutral

& Overview Chart A

4 Month Week Day

TOTAL MENTIONS @
15

-—
unique

¥ Keyword Cloud OHashtagsonly & v

AN LN R LR BN RN LR LI
202“ o ofF o oS o o o



00010

TOTAL MENTIONS (—\) SOCIAL REACH SOCIAL ENGAGEMENT () SENTIMENT ANALYSIS
0 " unique 0 total engagements 0 positive
0 negative

£ Mention Trackers < Add Keyword/Tracker A [% Overview Chart A @ Keyword Cloud OHashtagsonly & v

1 Month Week Day

v m O Brand Monitoring

> M ([ Lazada Keywords -

> W [ Owned Media .

v & @ Competitors
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Overall Sentiments

Share of Voice
Based on Mentions from Jan 01, 2020 to Dec 31, 2020
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I Brand: Lazada [ Shopee [ Zalora [ Ezbuy Singapore [ Qoo10

Share of Voice

[ElEzbuy Singapore: 7.8%

[l Shopee: 11.1%

[ zalora: 17.1%

[lIBrand: Lazada: 64.1%

Share of Positive

v

Share of Negative

&)

©)

Share of Neutral

e
9



Manual Collection of
Sentiments for Lazada



Instagram

lazada_sg & - Follow

E Lazada lazada_sg @ - Follow N

Llazadallogistics staff undergo According|toithe World Health|Organization,

daily/temperature checksiand sanitisation Iazafda_sg © We take the safety of our thosereceiving packagesifrom Chinalare not Trmmm——
staff and consumers very seriously and i It is safe t i Is, ki
before'they handle packages. are monitoring the situation to ensure atriskoficontracting the new,ggronavirus leters from China as + o

and letters from China as
coronaviruses do not live long on
inanimate objects. We are constantly
monitoring the situation at hand and
will continue ensuring that Lazada is a
safe platform for all.

that Lazada is a safe platform for all &

51w

cuties_wong 9= o

51w 1like Reply B

‘ goddessm Still waiting for the rest
of my refund from a stuffed up
delivery in Feb! Order
26758778814392. Pls have
'someone reply to emails.
@redmartcom @lazada_sg
#whereiscustomerservice

©QvY N ©Qv N
103 likes 83 likes

FEBRUARY 3, 2020
JANUARY 31, 2020

© Addacomment... © Addacomment...

January 2020
Likes: 103

February 2020
Comments:1

Likes: 83
Comments: 1



Instagram

lazada_sg & - Follow

lazada_sg & [GIVEAWAY] We're got
exclusive #LazadaOnlineTechShow
merch up for grabs! To win these iron-
on patches, simply tag a friend, state
which 'Badge of Honour' they deserve,
and why! We'll send two of them your
way if you win!

Select from:

1. Lazada Tech Show

2. Lobang King

3. Tech Goondu

4. Top Spender

5. Made My First Online Purchase

6. Steady Bom Pee Pee

7. Gamer Geek

8. Don't Say Bojio

Don't forget to check out the Lazada
Online Tech Show on App

HAnntaauAlia ¥DatalAn ~Ab fa ~anla

oav N

14, 2020

(©@ Addacomment...

March 2020
Likes: 83
Comments: 1

Lazada

WE CONTINUE
TO OPERATE
DURING CIRCUIT
BREAKER PERIOL

Since Circuit Breaker was

announced, more restrictions

and measures were released

and many of our sellers were

not certain if they could continue

to operate, which has caused a

delay in the delivery of your orders.

We have received confirmation since the extension ,Q\
of the Circuit Breaker period that all eCommerce Sellers >4
can operate as long as distancing measures are adhered to.

We appreciate your patience as there may be some
interruptions as our Sellers work to re-organize their operations
to comply with the regulations. The recent increase in clarity

lazada_sg & - Follow

Gl e oY T Tganes e
operations to comply with regulations
so that you can get your items on time.

While it may take longer to receive your
items now, we have updated our
delivery time promise so you know
when to expect your delivery, before
you place your order.

Lazada, our Sellers and our Delivery
Partners work together to do our best
every day to deliver your orders to you.
Happy shopping and stay safe!

39w
asiseethingsaround Appreciate o
your efforts

39w Reply

Qv N

will help to speed this process up. 68 likes

April 2020
Likes: 68
Comments: 1

APRIL 24,

2020

@ Add a comment...



Instagram

@) reseesoo -roton When you forget to cart out and now @ inzada.so B iFaw
the sale is over...

,u.

@ lazada_sg @ Be like Bob and
remember to wear a mask when you
head out. Join Bob and get one here:

This iS BOb. Izd.cofbelikebob

@ lazada_sg # 25 June 2359 is the date
and time Cinderella. Follow @lazada_sg
today!

#10MillionVouchers
#LazadaSGGreatestSale #LazadaSG

#lazada
Bob does not panic buy. O -xme © Sl
R higoh.sg & & ©
Bob washes his hands & nvmits_royok - st Reply
reg u l 4 rly. Sgw Reply 6 trainerk.r330_ How are you doing o
Bob buys masks to wear @ saltytroopa If only all ads were . fellow kids
memes. Nice one Lazada! 31w 2likes Reply

out in public.

35w 1likes Reply

Be like Bob. Qv N

@ Liked by munahbagharib and
1,464 others
MAY 27, 2020

(@ Addacomment

Hide replies

oQv W
. Liked by aintyoolover and 4,100 others

JUNE 23, 2020

@ Add a comment...

May 2020
Likes: 1465
Comments: 33

June 2020
Likes: 4101
Comments: 9



Instagram

@ lazada_sg & - Follow @ lazada_sg & - Follow
HUNGRY_GHOSTS

@ lazada_sg & [LAZLIVE] Catch Joseph % cs_sheng @peiyingggggg ©
S Schooling on #LazLive 29 Jul, 1pm as O o .
he launches his skincare brand JS 28w 1like Reply

Orphic Performance Skin Care on

#LazMall! Follow @lazada_sg for more. +, hlgoh.sg &Y ©

Check it out! Izd.co/JSOrphicXLazMall 23w Reply

26w

e ashling_ sexc ©

26w 2likes Reply

0 bryxn._.txn stick man didn‘t wear ¢,
mask :/

23w 5likes Reply

_jin.gwenn__ They have to o)
ﬂ;‘ keyuant_ Sojeph goolingsch @) quaratine for 14 days
g
26w 2likes Reply 22w 1like Reply
@ sand_artist_lawrence_koh .= o — View replies (1)
1,859 likes @ Liked by anilshah3012 and 3,894 others

JULY 27, 2020 AUGUST 19, 2020

Lazada

Lazada

@ Add a comment... @ Add a comment...

July 2020
Likes: 1859
Comments: 3

August 2020
Likes: 3895
Comments: 6



Instagram

I need to earn 100 LazCoins to redeem a

$1Lazada voucher! What can | do? @ lazada_sg & - Follow
- < @ lazada_sg & 3 EMERGENCY
) - MEETING 3¢{Not enough coins to

@ lazada_sg & - Follow
@ lazada_sg # Add to Heart Lee Min Ho
Oppal

Here's an exclusive #BTS for Lazada x
LMH.

W Lozada it
redeem the $1 platform voucher? No |
worries!

Visit My Coins page to earn your 100
Complete PLAY LazCoins by:

daily missions! FUNFARM! 1. Harvesting strawberries at FunFarm

2. Completing simple daily missions

3. Completing and reviewing your
purchases
q - l ‘ 4. Playing mini-games on LazGames
ol
)

See you on 11.11 for NON-STOP
HAPPINESS.

\ \ 'ﬁm #Lazada #Lazada1111 #LazadaxLMH

b I 000 #l a7adaSG1111 #11millionvouchers

\ TEm) 1,778 likes
A 7 N

109,857 views

|
) ks’
"i OCTOBER 23, 2020

@ Add a comment...

FIND OUT MORE by typing this URL
into your browser!
1zd.co/lazcoinsforvouchers

oQv N

i’ Liked by assasinized.yeti and
3,566 others

SEPTEMBER 30, 2020

@ Add a comment...

September 2020 October 2020
Likes: 3567 Likes: 1778

Comments: 56 Comments: 37




Instagram

@ lazada_sg @ - Follow Lazada 12.12 » @ lazada_sg & - Follow

12 DEC

. . .
me: happily adding things to cart e sy o
B ” lazada_sg @ [WIN A LENOVO TABLET]
also me: (@) oo Moo i wkers o COMMENT & WIN W e e
* b N . the STEALS & , or do you want to
#LazadaxMediacorp #BlackFriday STEAL OR SPLURGE? SPLURGE ¥ %% and reward yourself
#CyberMonday #LazadaBFCM for another year done and dusted?
#LazadaOnlineTechShow
#spongebobmemes Either way, here's your chance to WIN a
Lenovo TAB4 8 tablet, the perfect

reward for yourself whether it's a steal
or splurge! B5&

8w

0 ilke8 Im gonna pop some tags only

got $20 in my pocket To win:

1. Follow @lazada_sg

2. Like & Share this post on IGS

3. Spell out your choice of ‘STEAL' or
‘SPLURGE' in the comments below - 1
comment per letter &

8w 9likes Reply
@ awesomedab81 Stop making ©
memes

8w 13likes Reply

Thin Anntant Alanan An 19 19 ANNT

7 —  View replies (2) BEST STEAL BEST SPLURGE o Q 7 m
8] vovoases JIISY oot oo I
m /> O Q V I/_\l y @ Liked by rapmonster_baeeeee and
~ @ Liked by zahkyyy and 4,287 others » PO = ddi 2,355 others
DECEMBER 2, 2020
Lazada NOVEMBER 27, 2020 -

BLACK FRIDAY

CYBER MONDAY

Add a comment...
27-30 NOV (© Addacomment... ®)

November 2020 December 2020
Likes: 4288 Likes: 2356
Comments: 16 Comments: 1486



Overall Sentiments for Lazada

Neutral
13.2%

ositive
52.6%
Negative
34.2%




Word Cloud




Topic Count

Topics
25
20
15
)
=]
S
g 10
S5
5
0
Lazada Covid  Lazada x LMH Memes Joseph Schooling  Lazada Online
Tech Show

Topic



Instagram Insights

Negative Positive

e lLazada's meme advertisements are cringy. e There are still people who actually like the
memes and are appreciative of it.

e Like Lazada's mention of Among Us game

e Posts with celebrity ambassadors, e.g., Lee
Min Ho, are well-liked.

e Acknowledge Lazada's commitment to
improve



%

Brand & Consumer
Alignment



[.azada’s Mission Statement

Customers first,
Employees second,
Shareholders third

100% authentic
products

Affordable

. : Variety of Products
competitive prices




Brand Window Framework Template

Highest Volume Topic

Consumer
Conversations

Cringy/annoying
advertisements

Improving

Appreciate the memes as ad
I[tems not delivered

I[tems are not authentic (a lot of
fake brands)

Enjoy their collaborations

° Customers first
(Release content that
customers enjoy)

e Wide variety and high quantity
of products

e Affordable and competitive
prices

e 100% authenticity (products)

e  Attract young sellers and
buyers

Key stories/Messages
Brand Communications



Alignment Issues: Negative

What the brand
wishes it to be
perceived as

What customers’
perceive in reality

Customers Delivery
first issues
Attracting Cringey
young sellers advertisements/

and buyers posts



Alignment Issues: Positive

What do
customers value?

Lazada's
continuous
improvement

Quality of
Advertisements
Increasing



Alignment Issues: Not in the mind of the consumers

What does the
brand wish to be
perceived as?

Products are
authentic

Affordable
prices
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SWOT Analysis &
Recommendations



ece®
Strengths

e Customers acknowledge Lazada's commitment to improve (SOV)
e Customers enjoy Lazada’'s collaborations (SOV)
e Lazada has a clear lead in terms of SOA

e |azada has more than double the share of search relative to Qool0, Zalora and
EzBuy. (SOS)




Weaknesses

e Lazada places customer first, but consumers thinks that Lazada has
poor customer service (SOV)

e Consumers do not appreciate Lazada's content that is tailored for
them (SOV)

e Thereisasignificant drop in the search volume once the promotion
period ends. (SOS)




Opportunities

Collaborate with popular ambassadors as they are well-liked by their audiences
(SOV)

Release more discount codes to increase Share of Search volume (as seen during
promotion periods). (SOS)




®o®
Threats

e Negative misalignments > poor brand image > customers to not trust
the brand (SOV)

e Poorcommunication channels can lead to breakdown in
communication (PR disaster) (Brand window framework)

e Poor delivery service can lead to drop in purchases (news spreads
quickly)

e Shopee: 65% of SOA, 2nd highest in terms of SOS




Recommendations

1. Improve Lazada's Social Media's content
a. Analyse competitors’ socials and then adopt their good practices

2. Trytoimprove on issues that the customers are currently facing
a. Eg. delivery, Ul, customer service/hotline/support (eg. fix technical issues)

3. Collaborate more with popular individuals/ well known retailers
a. Do more giveaways with popular brands



THANK
YOU!

Feel free to ask any questions.



