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Research Design

Methodology: All participants met the following Online fieldwork:

Research Project carried out by Kantar criteria: From November 2nd to 10th 2017
Millward Brown = 18t0 65 years old

Online Sqrvey (Access Panel Guided) - Middle class

Sample Size: _ _ ‘

= Spain: n=1003 » Russia: n=1001 " Buying Christmas gifts

= France: n=1000 = Poland: n=1004 = Men (50%) and women (50%)

= Netherlands: n=1003
= Sweden: n=1000
= |taly: n=1000

Sample Size: 7000 interviews across Europe
Sampling error at confidence level of 95%: +/- 3.1%
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Executive Summary

Online environment is becoming one of the main shopping channels this Christmas for the European population. Almost
half of the Europeans will buy Christmas gifts online (45%), and 23% will do so using mobile devices.

« The main advantages perceived from mobile shopping are:
« Immediacy: 46% of Europeans who use mobile devices for their Christmas Shopping state they do so because it allows
them to purchase the product at the same time as they have the idea.
« Availability: For 17% of buyers through mobile devices, the possibility of buying from anywhere is an advantage
« Convenience: 13% of them save time

« Up to 20% of European buyers use PayPal as the main payment method in online transactions. It is the third payment
method at European level in online purchases, after debit (30%) and credit cards (21%)

« 78% of PayPal owners declare using it frequently
* 46% of European potential online buyers declare that they intend to buy gifts in stores outside their country
« 30% of Europeans declare that they intend to sell their gifts online, and 11% would not know how to do it

« 33% of Europeans are planning to give money as a gift this Christmas, mainly in cash (71%) and in a gift card (34%)
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Executive Summary

« Christmas shopping is a polarizing milestone for the European population

« Spontaneously, 87% of all Europeans state that they feel some sort of appeal towards Christmas shopping, relating to the search of
gifts (24%) and the Christmas Atmosphere (24%)

« This Season is highly polarising: also spontaneously, 92% of Europeans mention elements that bother them, mainly linked to crowds
(42%), the burden and stress (10%) and the increases of prices (10%)

« The lack of foresight defines Christmas shopping: only 36% of Europeans start their Christmas shopping more
than one month in advance

« 6 out of 10 Europeans make their Christmas shopping in the same month as the holidays (December). Only 36% of the European
population starts their purchases in previous months.
« Black Friday is the starting gun for Christmas shopping: 7/10 Europeans know what it is, and 4/10 buy Christmas gifts that day

« Europeans worry about three key aspects linked to the Christmas Shopping period:
« 8out of 10 (80%) Europeans stress about the Christmas gifts search process.

« 76% of the European population stress about the experience in the physical store
e 7outof 10 (69%) are concerned about budget management

« Crowds (66%), doubts about what to give (49%), getting the right gift (43%) and the risk of going over budget (44%) are also the main
pain points of Christmas shopping to Europeans
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Executive Summary

« Online shopping is an alternative that helps deactivate the main barriers and negative experiences of Europeans
when facing Christmas Shopping at a whole.

« 90% of Europeans spontaneously mention disturbing elements related to Christmas shopping, but...

P PayPal

87% of them consider that shopping online allows you to avoid the crowds and traffic, making the whole
proccess more pleasant.

75% of Europeans consider it's possible to optimize your shopping time by buying online.

68% say it's specially relevant when you do not know what to give because it allows to see many options with
little effort.

67% declare that buying online allows you to be more original, as you have access to a wider range of products.

67% of Europeans consider it is easier to find a particular present online than to look for it in the physical
store.

66% of Europeans says it’s easier to find better deals by buying the Christmas gifts online.

64% declare that buying gifts online makes the process less stressful .




Executive Summary

« Even though 100% of the European population mention some type of advantage associated with buying in the online
environment, 85% are also concerned about problems linked to it.

recermion ofF THE oroer [N =:°:

1 0
A 8 50/0 When you buny things online, you worry that you might recsive the wrong product or 3 defective product 0%

When you buy things anline, you worrny that you won't receive the item at all 44%
ONLINE SHARE FINANCIAL DaTA [ ::°:
-5 SHDPPING | would rather not share miy bank details when | shop online 42%
TeDIoU s REGISTERING PROCESSES [N -
CDNCERNS | don't like registering on a website every time | have to buy gifts £2%
sHiFFiNG cosTS [ Gov
Banying online forces you to pay seversl shipping cost, a5 you donot buy evenything in the same web SO0

« More than half of the Europeans (59%) see the payment of several shipping costs as a barrier, as well as registering on a website
every time they want to shop online (52%)

* 4 out of 10 Europeans (42%) would rather not share financial details

«  58% express concerns linked to product delivery.
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European Attitudes toward Christmas Shopping

This Season is highly polarising: 87% of all Europeans
state that they feel some sort of appeal towards Christmas,

and at the same time, 92% of Europeans also mention 76% stress about the experience PayPal significantly contributes
elements that bother them in the physical store to generate peace of mind in
every negative key aspects
w linked to online shopping
processes
|

BLACK

FRIDAY

41% is going to buy Christmas Up to 85% is concerned about problems linked to online shopping

gifts on Black Friday s 59% Several shipping costs
e 52% Registering on a website every time they want to shop online

e 42% would rather not share financial details
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Christmas Shopping by age

51% of Millenials (25-34 y.0.) are going to buy Christmas gifts online

29% of them will use their smartphone to do it

50% of youngest target (18-24 y.o.) buy through mobile devices because it allows them to buy the gift the moment
they get the idea

The 18-44 yo target thinks that shopping via mobile is easier than on a computer.

20% of European buyers use PayPal as a payment method in these online transactions, particularly in the 35-54 yo
target (23%)
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This Season is highly polarising

Christmas shopping are one of the main axis on which positive valuations are made. 87% of all Europeans state that they feel some sort of
appeal towards Christmas. In any case, this Season is highly polarising: 92% of Europeans also mention elements that bother them, mainly linked
to crowds and the drawbacks of their physical/off-line holiday experiences.

<

ANY DISLIKE

87% | ANY LIKE

24%  Searching for gifts Crowds, queues, long waits

The burden, stress, hurry

10%  Christmas atmosphere

Prices / prices go up

Buying for others / child / family

Excitement You spend a lot of money
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6 out of 10 Europeans make their Christmas shopping in the same
month as the holidays (December). Only 36% of the European
population makes their purchases in previous months.

% of individuals who

on the
specified date

of

individuals who have
their

Christmas shopping
on the specified date

P PayPal

|+ How far in advance do you usually do your Christmas

gift buying?
OCTOBER NOVEMBER DECEMBER
Between 1 and 2
2 months or more months 1 month 2 weeks 1 week In the same week
36% in previous months 64% in the same month

27% 28% .
Christmas

22%
g/ \ *
5% E

95% 100% .

86%
64%
36%

9%
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Almost half of Europeans are going to buy Christmas gifts online, and
23% of them will use their smartphone to do so

g Mobile devices

Online

Physical Store
78\

N r

ne

AL

PC/Laptop
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IMMEDIACY, AVAILABILITY AND CONVENIENCE are the main
advantages of mobile shopping

L[]

Mobile devices

Reasons for buying through
mobile devices

© @ Q-

| can buy a gift the | can shop from | save time It's easier to shop | can avoid long It is flexible and |
moment | get the anywhere on my phone than lines, crowds and can multitask
idea on a computer looking for parking while shopping on
spots in shopping my mobile
areas
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Up to 20% of European buyers use PayPal as a payment method in
these transactions; this is particularly true in Spain and Italy
78% of PayPal owners declare a frequent use of it

Usage Frequency

P o (Based on PayPal users)
30% & ()
— - o
9 Very often
31%  43% 0 % - /
/8%
2% 20 —)
18% - Sometimes
4% Rarely
%
5%
. o7 2% 2% 2% o 2%
(0}
B o on om mm .. mm
Debit Card  Credit card PayPal Ideal  Bank transfer Gift Invoice Klarna  Digital wallet ~ Cash on PayU Other local
certificates delivery methods

P PayPal
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Black Friday is the starting gun for Christmas shopping

7/10 Europeans know what it is, and 4/10 make purchases that day.
Cyber Monday and the China Singles Day also have an excellent performance: those who know about it make purchases those days.

NEW
BLACK (% EAR’S BuoBn
FRIDAY o vonpon R

Christmas gifts Purch o o ) 0 o)
S ention 1% 30% 23% 23% 9%
General Purchase intention 49% 34% 28% 28% 11%
Awareness 71% 51% 45% 28% 11%
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Three key areas linked to the negative side of Christmas shopping:

Thinking about & finding the |<;gift, trip & in-store experience and controlling the budget. Broadly speaking (not just
online), the stance towards Christmas shopping is not particularly negative, as neither is the refund process.

1° 20 30
A A A
80%

76%

vA G @ D
® ¥ E e - 15 % &
CHRISTMAS THINK ABOUT & FIND ENOUGH THE TRIP & IN UNIQUENESS & GET THE RIGHT CONTROL THE CONCERNS
SHOPPING FIND THE GIFT TIME FOR STORE ORIGINALITY OF GIFTS BUDGET ABOUT REFUNDS

PREDISPOSITION SHOPPING EXPERIENCE THE GIFTS
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To what extent are online difficulties relevant for Christmas shopping in
general?

More than half of the Europeans see the payment of several shipping costs as a barrier, as well as registering on a
website and the issues linked to receiving the product.

Buying online forces you to pay several shipping cost, as you do not 59%

buy everything in the same web

| don't like registering on a website every time | have to buy gifts 52%

When you buy things online, you worry that you might receive the
wrong product or a significantly not as described product

50%

When you buy things online, you worry that you won't receive the item
at all

44%

| would rather not share insert my bank details when I shop online 42%
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Proof points of PayPal connected with online barriers

PayPal significantly contributes to generate peace of mind in every negative key aspect linked to online shopping

processes.

Proof points of PayPal connected
with online barriers (Q5)

Relevance of the problem
when doing Online christmas

shopping (Q4)

WHEN YOU BUY THINGS BUT IT WOULD GIVE

ONLINE... STRONG PEACE OF MIND...
=[o]Q DELIVERY 66%
46%
... you worry about Being able to
having to pay or other return the gifts
problems with returning P PayPal | that people do
the products not like
75%
50%

Knowing that | can get
a refund in case of not
receiving the item or
P PayPal | receiving a
significantly not as
described product

... you worry that you
might receive the wrong
product or a significantly

not as described product

P PayPal

WHEN YOU BUY THINGS
ONLINE...

@sHARE FINANCIAL DATA
42%

...I would rather not to
insert my bank details

v
() REGISTERING PROCESSES 52%

...l don't like
registering on a
website every time |
have to buy gifts

@ REFUND SHIPPING COSTS
46%

... you worry about having
to pay to return the
products/other return-
related issues

BUT IT WOULD GIVE
STRONG PEACE OF MIND...

59%

Being able to pay
online just by using

my mail and a
P rayral password

59%

Being able to pay
online without

P PayPal registering in the
website

75%

Knowing that the
shipping costs of
returned a product
P payprai | can be reimbursed
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summary per country
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Summary per Country
Christmas Shopping Habits

Although the penetration of online shopping is below the European average, Spain is open to new technologies and payment methods.

About 31% of its population uses PayPal to pay for Christmas gifts.

Christmas Shopping Distribution Devices Purchases Distribution International Purchase Intention

41 (@]

@ Online

H4  Physical 59

ﬁE Store

PC/Laptop

& Mobile © M

Reasons for buying through mobile devices

‘ 46cy;| O 48% - | can buy a gift the moment | get the idea

15% I I can shop from anywhere

12% I | save time

12% I It's easier to shop on my phone than on a computer

50, | Can avoid long lines, crowds and looking for parking of the
shopping in stores

8% I It flexible and | can multitask while shopping on mobile

Main online payment method

Debit Card 35%

PayPal l 31% | @

Credit card 26%

Payment against reimbursement 49
Gift certificates 2%
Invoice 1%

Other local methods 1%

P PayPal

&)

SPAIN
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Summary per Country g
Christmas Shopping é

How far in advance do you usually do your Christmas gift buying?

2 months Between 1 In the Between 1
or more and 2 lmonth 2weeks —Lweek _ .. - 2months  and 2

months or more months 1 month

33%
24% 2304
64%
0
7% 5%
7%

Pain Points of Christmas Shopping
DISSATISFACTION AREAS

@ @
87% 83%

The processes
linked to the off-line

71%

590 67% 3%

34% 38% | |
environment (trip

B} ” and in store

5 = S = . c : :
w > 58 % Zw o = I 5 experience + find
S99 2w 3222 g 22 I 3. gk :
532 SE G2 Ewx 35 25 EE 8b the gift) are the
FoP 22 239 uwoe Zu Ly 33 33 .
ouna [=r IF Fou S5F = Om o< most Qverwhe|m|ng

ones to Spaniards.

P PayPal

2 weeks

87%

&)

SPAIN

In the
1week same week
95% 100%
Pain Points of Christmas Shopping
RANKING
Ifind crowded streets and stores, and lots of traffic overahelming T
I'worry that peaple will not like my gift BT
Whatworries me mostis not finding the presents rm looking for B30
| abways buy seme presents atthe last minute 5a%,
I worry about N0t knowing what present to give for Christmas A7
I worry about going over Budget 544y
Peaple ara rude and pushy in lines 5a%
| always Meel like | dar't Bave enough tene 1o buy Clheislmas presenls 41
1like 1o by gitts from small selers. 8o | can give unususl, unguse presents 08
I'h waorried 25001 the difficulties 1o relun or change the presents 38%
Holday gfts and sperding do not strees me cut st al AR
| always know what oifts | ward to give and find them easily A5%,
Buying Chrisimas presenls really siresses me cul 34
lusualy end up with veny traditionsl. nat unique gife 33%
Ity 1o buy gifts from abrgad, a5 | canret fng unisue Qifs locally 13 e
SPANISH H
AVERAGE {46%) |
@ Above European Average @ On Average ‘ Below European Average
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Summary per Country

Online Christmas Shopping

Relevance of the concerns of
online shopping

ONLINE CONCERNS s 90% ©

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

When you buy things online, you worry that you might receive the wrong product or a defective product

FIND THE GIFTS 87% | worry that people will not like my gift

TRIP & IN STORE 83% Buying online forces you to pay several shipping cost, as you do not buy everything in the same web
CONTROL THE BUDGET 73% What worries me most is not finding the presents I'm looking for
TIME FOR SHOPPING 71% I don't like registering on a website every time | have to buy gifts
GET RIGHT WITH GIFTS 67% When you buy things online, you worry that you won’t receive the item at all
UNIQUENESS OF GIFTS 59% | always buy some presents at the last minute
CONCERNS REFUNDS 38% | worry about not knowing what present to give for Christmas for my friends and family
PREDISPOSITION 34% | worry about going over budget

Compared to the rest of Europe,
Spaniards are more reluctant to
buying gifts online, particularly
because they don’t trust the
delivery of the product (70%);
shipping costs are a barrier to
66% of them.

' PayPal

People are rude and pushy in lines

I would rather not share my bank details when | shop online

| always feel like | don't have enough time to buy Christmas presents

| like to buy gifts from small sellers, so | can give unusual, unique presents
I’'m worried about the difficulties to return or change the presents

Holiday gifts and spending do not stress me out at all

| always know what gifts | want to give and find them easily

Buying Christmas presents really stresses me out

| usually end up with very traditional, not unique gifts

| try to buy gifts from abroad, as | cannot find unique gifts locally

)

Feelings towards Christmas SPAIN
Shopping Online

Barriers

74%
T 70%
67%
E——— 669
63%
e 60%0
E— 599
59%
57%
54%
53%
—— 459
41%
39%
38%

35%

35%

34%

32%
13%

@ Above European Average @ On Average ‘ Below European Average
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Summary per Country

PayPal as a guarantee while online shopping

Christmas shopping is a bigger problem to Spanish people tan the European average; therefore, the value of the PayPal endorsement is also

greater.

Relevance as a problem
when doing Online
christmas shopping (Q4)

WHEN YOU BUY THINGS
ONLINE...

79% ©
© 66%

'-_L:,__Ia DELIVERY

... you worry about
having to pay or
other problems with
returning the
products

81% ®

... you worry that you
might receive the
wrong product or a
very different product

% of Strongly agree + Agree on a 5 points scale
% It would really help me+ Quite a lot

P PayPal

Proof points of PayPal connected
with online barriers (Q5)

BUT IT WOULD GIVE
STRONG PEACE OF MIND...

@ SHARE FIMAMCIAL DATA

...I would rather not
. FayPnI to insert my bank
details
Being able to
' v
return the gifts @) REGISTERING PROCESSES
that people will
lik
not like I don't like

registering on a
website every time |
have to buy gifts
Knowing that | can
getarefundin
case of not
receiving the item
or receiving it
significantly not as
described

@ REFUND SHIPPING GOSTS

... you worry about having
to pay or other problems
with returning the
products

. Above European Average

WHEN YOU BUY THINGS

&)

SPAIN

BUT IT WOULD GIVE

ONLINE... STRONG PEACE OF MIND...
s7%e IP PayPal
©® 45% Being able to pay

online without
inserting my
financial data, just

59% . .
by using my mail
and a password

®60% 5% O
—0— Being able to
9 pay online
2 without register
in the website
83% ©

Knowing that | can
be reimbursed
returned shipping
costs

O On Average ‘ Below European Average
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Summary per Country
Christmas Shopping Habits ANCE

The French are more open to online Christmas shopping, although only 18% will use their Smart phone to do it. They are also less prone to buying things from
outside their own country. Their use of Paypal is aligned with the European average (only 20% of the French use it frequently as the main payment method when

shopping online)

Christmas Shopping Distribution Devices Purchases Distribution
International Purchase Intention
@ Online s &) @
o 4% || © M
43y Physical 52 \= =~
1 Store v

PC/Laptop

Reasons for buying through mobile devices Main online payment method

M O 51% - | can buy a gift the moment | get the idea Credit card 41%

Debit Card 26%
o )
18% . | save time PayPal I 20% O

10% I | can shop from anywhere Gift certificates 5%

Payment against reimbursement 2%

0 ) i
8% I It's easier to shop on my phone than on a computer Bank check 204
7% Can avoid long lines, crowds and looking for parking of the Invoice 2%
shopping in stores
Bank transfer 1%
5% I It flexible and | can multitask while shopping on mobile Other local methods 2%

@ Above European Average @ On Average ‘ Below European Average
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Summary per Country £
Christmas Shopping é

FRANCE
How far in advance do you usually do your Christmas gift buying?
Between 1 Between 1
2 months =45 1month 2weeks  1week nthe 2months  and 2 In the
or more months same week or more months 1 month 2 weeks 1week same week
38%
0 0,
28% o 92% 97% 100%
0
14%
3%
14%
Pain Points of Christmas Shopping Pain Points of Christmas Shopping
DISSATISFACTION AREAS RANKING
| fnd i owided strasts and alores, and lote of traffic overshelming I B2
. . . Wharwarrks me mosils nat finding the prasents 'm kaakling for | S
'F | k | warry thai pecglawill nat like my qift H S4'4.
85% 87% 76% More orwa rd_ 00 Ing tan Praple are rude and pusly mn bnes | BI%
49% @ 52% S54% gy others, French consumers o Hwarry about gong ouer budget 4::%
28% 0, 5 5 Iwany abeal met Kol ng what prasent 1o ghve for Shristimas Tor my rivends srd Tamily H ¢
26/0 plan thelr ChrIStmaS Holday gifis and =psnding do not etres= me cut ai all I %
Shopp|ng We” The”’ 1 atways feal like | don't have enoughtime to buy Christmas prasents io4T,

> N - 1%} . . . | abways knaw what cifts | wart b geva and find ther assite Aty

E fE T z 8 E % % eXpendltU reis hlgh and 1k 12z By il Tramy small selera, 50| Gan give sl s @eess 34k

= ok o = . . . i
208 80 Dn:@ 3 % m(/) 'ZE ': VZ')ﬁ the main pa|n pon‘]ts are Huying Chrisimas prese ns really siresses me o %
E25 <t 9%z 2 @ Gk ok i o r =d abous the dificullics 1o e Farg th 5
Foo JF @GPz Ewx 55 25 g4 45 linked to getting the right nmm—— e T o
X o B Z0 [aRKe) w % E QLu —w Z0 Z0 g g g | ugualy #nd up wilh vers iadilional, ol unigae gfs AR
IIc Iz Z=T IEX ZT W [o)=) Om . . . )
onao L L~wn Fwuuw Dk OF Om o< grﬁ:l manag|ng the|r | akways buy some preserss at the bsd minuks 2%

. try fe huy gifts fram abread, an (cannzt ind wnlqus gis loca by 4%
budget and the in-store ’ FRENGH

experience.

@ Above European Average @ On Average ‘ Below European Average
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Summary per Country
Online Christmas Shopping

Feelings towards Christmas FRANCE
Shopping Online
Relevance of the concerns of -
online shopping Barriers
| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts 82%
TRIP & IN STORE 87% Buying online forces you to pay several shipping cost, as you do not buy everything in the same web RN 4%
ONLINE CONCERNS s 86% What worries me most is not finding the presents I'm looking for 56%
FIND THE GIFTS 85% | worry that people will not like my gift 54%
CONTROL THE BUDGET 76% People are rude and pushy in lines 53%
GET RIGHT WITH GIFTS 54% I don't like registering on a website every time | have to buy gifts | EGTGTcTNGNGEGEGEGEGEE 52
UNIQUENESS OF GIFTS 52% | worry about going over budget 49%
TIME FOR SHOPPING 49% I would rather not share my bank details when I shop online || NG| | | | I 45%
PREDISPOSITION 28% When you buy things online, you worry that you might receive the wrong product or a defective product || ||| AR 7%
CONCERNS REFUNDS 26% | worry about not knowing what present to give for Christmas for my friends and family 47%
Holiday gifts and spending do not stress me out at all 44%
When you buy things online, you worry that you won't receive the item at all || NN 24%
| always feel like | don't have enough time to buy Christmas presents 43%
The registry processes and | always know what gifts | want to give and find them easily 35%
sharing ban kiﬂg details are | like to buy gifts from small sellers, so | can give unusual, unique presents 34%
the main challenges to be Buying Christmas presents really stresses me out 28%
overcome. I’'m worried about the difficulties to return or change the presents 26%
I usually end up with very traditional, not unique gifts 25%
| always buy some presents at the last minute 20%
I try to buy gifts from abroad, as | cannot find unique gifts locally 14%
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Summary per Country '
PayPal as a guarantee while online shopping

FRANCE

details

The main advantage of PayPal is linked to the guarantee in the delivery processes and returns.
Relevance as a problem Proof points of PayPal connected WHEN YOU BUY THINGS BUT IT WOULD GIVE
when doing Online with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4) ’ PayPnl
WHEN YOU BUY THINGS BUT IT WOULD GIVE (& sHare FiNaNcIAL DATA ® 48% 54%@  5eing able to pay
ONLINE... STRONG PEACE OF MIND... online without
| would rather not inserting my
= 70%© financial data, just
L:)_-Ia DELIVERY ® 56% ’ PayPal to insert my bank 59% by using my mjail

and a password
... you worry about

having to pay or
other problems with

Being able to
return the gifts
that people will

w
& REGISTERING PROGCESSES

returning the not like I don't lik Being able to
products regi;[eriﬁg 0:1 z pay online
o O . . without register
76% website every time | in the website

have to buy gifts
Knowing that | can

get a refund in @ REFUND SHIPPING COSTS
‘ 750/4

... you worry that you

might receive the case of not
wrong product or a receiving the item _
very different product or receiving it ... you worry about having
significantly not as to pay or other problems
described with returning the

products

Knowing that | can
be reimbursed
returned shipping
costs

% of Strongly agree + Agree on a 5 points scale
% It would really help me+ Quite a lot

@ Above European Average @ On Average ‘ Below European Average
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Summary per country g2 ’
NETHERLANDS 4 :
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Summary per Country
Christmas Shopping Habits

The shopping habits of the Dutch are completely aligned with the European average.

Christmas Shopping Distribution

@ Online

44 Physical 55
rl-E Store

PC/Laptop

Devices Purchases Distribution

International Purchase Intention

Reasons for buying through mobile devices

O 46% - | can buy a gift the moment | get the idea

15% I It's easier to shop on my phone than on a computer
14% I I can shop from anywhere

12% I | save time

7% || Can avoid long lines, crowds and looking for parking of the
shopping in stores

6% I It flexible and | can multitask while shopping on mobile

Main online payment method

Ideal

Debit Card

Credit card

PayPal

Invoice

AfterPay

Financed purchase
Gift certificates
Acceptgiro

Bank transfer
Other local methods

49%
26%

P PayPal

. Above European Average

O On Average ‘ Below European Average

N
. |

NETHERLANDS
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Summary per Country g
Christmas Shopping A

How far in advance do you usually do your Christmas gift buying?

2 months Between 1 In the peeen 1
and 2 1month 2weeks 1 week 2months  and 2 In the

or more months same week or more months 1 month 2 weeks 1week same week

% 100%
0, [0) 98 0
29% 2504 24% 89%
10% 65%
0 9% 0
204 39%

10%

Pain Points of Christmas Shopping
RANKING

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

Pain Points of Christmas Shopping
DISSATISFACTION AREAS

Peopleare rude and pushyin lines

Holiday gifts and spending do not stress me outat all

Clearly, the Dutch have
a more relaxed

| like to buy gifts from small sellers, so | can give unusual, unique presents

@
63%

O]
67%

| always buy some presents at the last minute

62%

| always know what gifts | want to give andfind them easil
0, 49% . y 9 g Yy
46% P approach to Christmas _
17% 0 23% 0 13(y | worry about going over budget
0 S hO p p | ﬂg tha n the lalways feellike | don't have enough time to buy Christmas presents
_ . . " E uro pea n ave rage: What worries me most is not finding the presents |I'm looking for
o 3 = - o] = w % | worry about not knowing what presentto give for Christmas for my friends and family
E 5L 2 z w o S 1 5 they spend less money
2 I0) 8 o0 =0 3 % m n - ': (£ ﬁ | worry that people will not like my gift
SZa ouw oxZz o [ ZF I o4
(’7) own i '3_: E 8 o E wee % % g % 8 g |(_-u) |:—) arou nd these dates l usually end up with very traditional, not unique gifts
Na o o i E
Z0 aw o = = oo i i
% % % £Z i % % 9 & > % o % o) % 5 8 a nd are |e55 critica | Buying Christmas presents really stresses me out
onao L L0 —onuw D+ O Om O<

H : . I’'m worried about the difficulties to return or change the presents
with the pain points

| try to buy gifts from abroad, as | cannot find unique gifts locally

. Above European Average

' PayPal

18%
17%
13%

37%
35%
34%
28%
6%
6%
%

DUTCH
AVERAGE (29%)

50%
45%
44%

NETHERLANDS

O On Average ‘ Below European Average
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Summary per Country AR,
Online Christmas Shopping -—

Feelings towards Christmas NETHERLANDS
Shopping Online

barriers
Relevance of the concerns of

Online Shopping Buying online forces you to pay several shipping cost, as you do not buy everything in the same web || NN NG 54

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts 50%
ONLINE CONCERNS mmmmmmmm 75% @ I don't like registering on a website every time I have to buy gifts ||| | | T 456%
TRIP & IN STORE 67% People are rude and pushy in lines 45%
FIND THE GIFTS 63% Holiday gifts and spending do not stress me out at all 44%
CONTROL THE BUDGET 62% | like to buy gifts from small sellers, so | can give unusual, unique presents 37%
UNIQUENESS OF GIFTS 49% | always buy some presents at the last minute 35%
TIME FOR SHOPPING 46% I always know what gifts | want to give and find them easily 349%
GET RIGHT WITH GIFTS 23% I would rather not share my bank details when | shop online _ 29%
PREDISPOSITION 17% | worry about going over budget 28%
CONCERNS REFUNDS 13% | always feel like | don't have enough time to buy Christmas presents 26%
What worries me most is not finding the presents I'm looking for 26%

When you buy things online, you worry that you won't receive the item at all ||| NN 25%
When you buy things online, you worry that you might receive the wrong product or a defective product ||| [ | j) ) I 259

I worry about not knowing what present to give for Christmas for my friends and family 24%
| worry that people will not like my gift 230%
| usually end up with very traditional, not unique gifts 18%
Buying Christmas presents really stresses me out 17%
I'm worried about the difficulties to return or change the presents 13%

| try to buy gifts from abroad, as | cannot find unique gifts locally 8%

@ Above European Average @ On Average ‘ Below European Average

' PayPal 33




Summary per Country AR,
PayPal as a guarantee while online shopping -

NETHERLANDS

Even though the Dutch are less critical with online processes, they have a particularly positive assessment of the proof points of PayPal
when it comes to delivery, shipping costs and privacy of the banking details.
Relevance as a problem Proof points of PayPal WHEN YOU BUY THINGS BUT IT WOULD GIVE
when doing Online connected with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4) . FayPul
WHEN YOU BUY THINGS BUT IT WOULD GIVE (& sHare FiNaNcIAL DATA 9% @
ONLINE... STRONG PEACE OF MIND... ® 29% 0 Being able to pay
| would rather not online without
= DELIVERY L inserting my
L’_-Ia 56% @ '. PayPal to insert my bank 59% financial data, just
_ details by using my mail and
... you worry about Being able to a password
having to pay or return the gifts v REGISTERING PROCESSES
other problems with that people will & © 46% 46% ©
returning the 66% not like | dontt lik Being able to
products o i;[eriﬂn 0:1 z -0— pay online
websitg every%ime I 59% without register
0 ) .
65% © have to buy gifts in the website
Knowing that | can
... you worry that you get a refund in #$) REFUND SHIPPING COSTS 69%0@
might receive the case of not
wrong product or a receiving the item _
very different product 75% or receiving it .-~ you worry about having Knowing that | can be
significantly not as to pay or_g;the: prqbletrﬂs '0‘ reimbursed returned
described with returning the shipping costs
products e PpPIng

% of Strongly agree + Agree on a 5 points scale
% It would really help me+ Quite a lot

. Above European Average O On Average ‘ Below European Average

' PayPal 34
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Summary per Country L
Christmas Shopping Habits S‘WED'EN

The Swedish are clearly ahead when it comes to digital shopping, international purchases and the convenience of smartphones. However,
their use of PayPal is lower than the European average.

Christmas Shopping Distribution Devices purchases Distribution International Purchase Intention
Mobile
SN - B o [m
f4H  Physical 53
I‘|‘E Store
PC/Laptop
. Reasons for buying through mobile devices Main online payment method
M O 39% - I can buy a gift the moment | get the idea Debit Card 36%
Credit card 16%
16% l I can shop from anywhere Kama  16%

paypal || 129 @
Invoice 9%

14% I It's easier to shop on my phone than on a computer Bank transfer 5%

16% l | save time

Gift certificates 2%

8% I It flexible and | can multitask while shopping on mobile
. . . . Bank check 1%
6% | Can avoid long lines, crowds and looking for parking of the

shopping in stores Other local methods 2%

. Above European Average O On Average ‘ Below European Average
36

P PayPal




Summary per Country g
Christmas Shopping é

How far in advance do you usually do your Christmas gift buying?

2 months Between 1 In the peeen 1

and 2 1month 2weeks 1 week 2months  and 2 In the
or more months same week or more months 1 month 2 weeks 1week same week

0 100%
28% 40 g705  94%
24% .
17% 17% 69%
7% 6% 45%
17%

() [
54% 8% 40% 60% relaxed tan the European
34% @) 0 0 .o ,
0 average when it comes to
Christmas shopping,
Pz L T n
o P o - = w 2 although they share the
2,8 36 3 s 9 B = . 28 T vy i
528 2w 032 o § zF  Fr g & same pain points with the
Q= [= Lre fLwe 55 == xuw W = )
253 Zo ouwd L3¥ o2 o =8 23 other countries.
IIc TZ Z=T TIEX ZT W 0> Om
onao L L0 —onuw D+ O Om O<

Pain Points of Christmas Shopping

DISSATISFACTION AREAS

71%

' PayPal

70%

RANKING

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

People are rude and pushyin lines

| like to buy gifts from small sellers, so | can give unusual, unique presents

| worry about not knowing what presentto give for Christmas for my friends and family

T h e Swed is h are more 1 worry that people will not like my gift
| always feel like | don't have enough time to buy Christmas presents
| always buy some presents at the last minute

What worries me most is notfinding the presents I'm looking for

| worry about going over budget

Holiday gifts and spending do not stress me out at all

Buying Christmas presentsreally stresses me out

| always know what gifts | want to give and find them easily

| usually end up with very traditional, not unique gifts

I'm worried about the difficulties to return or change the presents

| try to buy gifts from abroad, as | cannot find unique gifts locally

. Above European Average

Pain Points of Christmas Shopping

22%

20%

I

42%
41%
40%

38%
38%
36%
36%
35%
34%
32%

4B

SWEDEN

AV

SWEDISH
ERAGE (36%)

54%

47%

O On Average ‘ Below European Average
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Summary per Country 4B
Online Christmas Shopping w

Feelings towards Christmas SWEDEN
Shopping Online

Relevance of the concerns of barriers

online shopping

L Buying online forces you to pay several shipping cost, as you do not buy everything in the same web || NN NG 54
ONLINE CONCERNS s 83% () 0

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts 54%
FIND THE GIFTS 71% I don't like registering on a website every time | have to buy gifts _ 49%
TRIP & IN STORE 70% People are rude and pushy in lines 47%
CONTROL THE BUDGET 60% When you buy things online, you worry that you won’t receive the item at all _ 44%
UNIQUENESS OF GIFTS 58% I like to buy gifts from small sellers, so | can give unusual, unique presents 42%
TIME FOR SHOPPING 54% | worry about not knowing what present to give for Christmas for my friends and family 41%
GET RIGHT WITH GIFTS 40% I worry that people will not like my gift 40%
PREDISPOSITION 34% When you buy things online, you worry that you might receive the wrong product or a defective product _ 39%
CONCERNS REFUNDS 20% | always feel like | don't have enough time to buy Christmas presents 38%
| always buy some presents at the last minute 38%
I would rather not share my bank details when I shop online || | 8} N S 7%
What worries me most is not finding the presents I'm looking for 36%
The drawbacks of online | worry about going over budget 36%
ShOppiﬂg are aligned With the Holiday gifts and spending do not stress me out at all 35%
Eu ropean level. The barriers are Buying Christmas presents really stresses me out 34%
linked to Shlpplﬂg costs, | always know what gifts | want to give and find them easily 32%
registering and quality I usually end up with very traditional, not unique gifts 220,
reinsurance when receiving the I’'m worried about the difficulties to return or change the presents 20%
| try to buy gifts from abroad, as | cannot find unique gifts locally 18%

products.

@ Above European Average @ On Average ‘ Below European Average

' PayPal 38




Summary per Country 4B
PayPal as a guarantee while online shopping uww

SWEDEN
Even though the Swedish are less critical about online shopping tan the European average, they have a particularly positive opinion on the
proof points of PayPal when it comes to delivery and shipping costs.

Relevance as a problem Proof points of PayPal connected WHEN YOU BUY THINGS BUT IT WOULD GIVE

when doing Online with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4)
. PayPFal
WHEN YOU BUY THINGS BUT IT WOULD GIVE (& sHare FiNaNcIAL DATA 55% @ 5o able to pay
ONLINE... STRONG PEACE OF MIND... Q@ 37% online without
inserting my
'-_ma DELIVERY 64% O ’ PayPal e W,OUId rather not financial data, just
to insert my bar_1k 59% by using my mail
_ details and a password
... you worry about Being able to
having to pay or return the gifts v REGISTERING PROCESSES 0
other problems with 66% that people will & © 49% 55% @
returning the not like I don't lik - Being able to
products e :;[er'zn 0:1 z pay online
egistening without register
72% O website every time | in the website

have to buy gifts
Knowing that | can
get a refund in @ REFUND SHIPPING COSTS 69%@
case of not
75% receiving the item
or receiving it
significantly not as
described

... you worry that you
might receive the
wrong product or a
very different product

Knowing that | can

be reimbursed
returned shipping
e costs

@ Above European Average @ On Average @ Below European Average

P PayPal .

... you worry about having
to pay or other problems
with returning the
products
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Summary per Country
Christmas Shopping Habits

In Italy, the penetration of online shopping is aligned with the European average. However, its population is more open to using their mobile devices, since they
really appreciate their benefits (immediacy). PayPal is the primary payment method for online Christmas shopping in the country.

Christmas Shopping Distribution Devices Purchases Distribution International Purchase Intention
SR - B &%
o 56% @
f44  Physical 54 |
] Store ee

PC/Laptop

Reasons for buying through mobile devices Main online payment method

M (@) 51% - | can buy a gift the moment | get the idea PayPal . 43% ©
Credit card 33%
0
18% . I can shop from anywhere Debit Card 13%

13% I It's easier to shop on my phone than on a computer Gift certificates 4%

Payment against reimbursement 1%
0 I -
7% | save time Bank transfer 1%

7% Can avoid long lines, crowds and looking for parking of the Invoice 1%

shopping in stores
pping Digital wallet 1%

4% I It flexible and | can multitask while shopping on mobile Other local methods 204

' Paypal @ Above European Average @ On Average @ Below European Average

ITALY

41




Summary per Country g
Christmas Shopping é

How far in advance do you usually do your Christmas gift buying?

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

What worries me mostis not finding the presents I'm looking for

Between 1 Between 1
2months =71 o 1month  2weeks 1 week n the 2months  and 2 In the
or more months same week or more months 1 month 2 weeks 1 week same week
0,
32% 290 84% 96% 100%
17% 0
204 12% » 55%
0 23%
7%
Pain Points of Christmas Shopping
DISSATISFACTION AREAS
O O ® Just like Spain, Italians
84% 82% - are not that forward-
0 . .
o 65% 0 °8” 450 8% thinking as consumers.

25% 30%

Their expenditure in

Christmas shopping is
Pz L T n ’
8 f,_ T - o} = w % ave I’age a ﬂd they | always know what gifts | want to give and find them easily
<90 3y 022 &z L2 I g 2 appear to stress more
Fao <T 52T Ruwgm e oL W W = 5
oy oxHm wWwhg EPE 20 X0 EO 05
233 2o owd L&Y Cop fun 28 23 about searching for
5658 FEE OS85 ELE 5F  6F 83 8% : ‘
glﬁ:s and the Oﬁ:llne l usually end up with very traditional, not unique gifts
ex pe rience‘ | try to buy gifts from abroad, as | cannot find unique gifts locally

. Above European Average

' PayPal

Pain Points of Christmas Shopping
RANKING

| always feel like | don't have enough time to buy Christmas presents

| worry about not knowing what present to give for Christmas for my friends and family
| worry about going over budget

People are rude and pushy in lines

| worry that people will not like my gift

| always buy some presents at the last minute

I like to buy gifts from small sellers, so | can give

Holiday gifts and spending do not stress me out at all
I'm warried about the difficulties to return or change the presents

Buying Christmas presents really stresses me out

1%

25%

21%

56%
51%
50%
47%
47%
46%
45%
44%
37%

30%

ITALIAN
AVERAGE (41%)

O On Average ‘ Below European Average

ITALY

T4%

42




Summary per Country

Online Christmas Shopping

Relevance of the concerns of
online shopping

FIND THE GIFTS 84%
ONLINE CONCERNS s 83% ()
TRIP & IN STORE 82%
CONTROL THE BUDGET 67%
TIME FOR SHOPPING 65%
UNIQUENESS OF GIFTS 58%
GET RIGHT WITH GIFTS 46%
CONCERNS REFUNDS 30%
PREDISPOSITION 25%

What bothers Italians the most
when shopping online are
shipping costs and sharing bank
details.

' PayPal

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

What worries me most is not finding the presents I'm looking for

Buying online forces you to pay several shipping cost, as you do not buy everything in the same web
| always feel like | don't have enough time to buy Christmas presents

| worry about not knowing what present to give for Christmas for my friends and family

I would rather not share my bank details when | shop online

| worry about going over budget

People are rude and pushy in lines

| worry that people will not like my gift

| always buy some presents at the last minute

When you buy things online, you worry that you might receive the wrong product or a defective product
| like to buy gifts from small sellers, so | can give unusual, unique presents

I don't like registering on a website every time | have to buy gifts

When you buy things online, you worry that you won’t receive the item at all

| always know what gifts | want to give and find them easily

Holiday gifts and spending do not stress me out at all

I’'m worried about the difficulties to return or change the presents

Buying Christmas presents really stresses me out

| usually end up with very traditional, not unique gifts

| try to buy gifts from abroad, as | cannot find unique gifts locally

Feelings towards Christmas
Shopping Online

barriers

56%
—— 55%
51%
50%
—— 4%
47%
47%
46%
45%
E—— 459
44%
— 429
I 40%
37%
36%
30%
25%
21%
11%

@ Above European Average @ On Average ‘ Below European Average

43
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Summary per Country
PayPal as a guarantee while online shopping

To Italians, the guarantee of return and refund and the possibility to pay online without sharing their bank details are particularly relevant
aspects of PayPal.

ITALY

Relevance as a problem Proof points of PayPal connected WHEN YOU BUY THINGS BUT IT WOULD GIVE

when doing Online with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4)
66% @ . PayPal
WHEN YOU BU(\; Jllngs BUT IT WOULD GIVE (& sHare FiNaNcIAL DATA ® 48% Being able to pay
STRONG PEACE OF MIND... online without
inserting my
'-_ma DELIVERY 65% O . FayPuI ItW,OUId {athet; nol: 59t financial data, just
o 0 Insert my ban by using my mail
© 44% _ details and a password
... you worry about Being able to
having to pay or return the gifts &v’ REGISTERING PROCESSES 580 O
other problems with 66% that people will @ 42%
returning the not like | don't like Being able to
products regi;[ering ona bay online :
79%0 website every time | Wlt?]OUt register
have to buy gifts In the website
© 45% Knowing that I can 77% @

... you worry that you
might receive the

getarefundin

@ REFUND SHIPPING GOSTS
case of not

© 44%

wrong product or a
very different product

% of Strongly agree + Agree on a 5 points scale
% It would really help me+ Quite a lot

P PayPal

75%

receiving the item
or receiving it
significantly not as
described

... you worry about having
to pay or other problems
with returning the
products

@ Above European Average

‘ 460/4

Knowing that | can
be reimbursed
returned shipping
costs

O On Average ‘ Below European Average

44







Summary per Country .

Christmas Shopping Habits UssiA

In Russia, there is still a way to go to create solid habits linked to online shopping. Even though its population is open to international things,
it is also reflective and particularly concerned about managing their budget.

Christmas Shopping Distribution Devices Purchases Distribution International Purchase Intention

R Mobile ©
@ Online 41 [@) M @
q
60% ©
. | ¥ J
G Physical 59 jm =y
I'-‘I‘;‘I Store PC/Laptop | w—
T o0
Reasons for buying through mobile devices Main online payment method
M ® 37% - | can buy a gift the moment | get the idea Dehit Card 58%
Credit card 12%
0
31% - I can shop from anywhere PayPal I 9% @
13% I | save time Digital wallet 9%
Bank transfer 3%
() ’ i
9% I It's easier to shop on my phone than on a computer Gift certificates 2%
7% Can avoid long lines, crowds and looking for parking of the Payment against reimbursement 1%
shopping in stores )
Invoice 1%
3% | It flexible and | can multitask while shopping on mobile Other local methods 4%
@ Above European Average @ On Average ‘ Below European Average 46

P PayPal




Summary per Country £
Christmas Shopping é w

RUSSIA
How far in advance do you usually do your Christmas gift buying?

2 months Between 1 In the petween
and 2 1month  2weeks 1 week 2months  and 2 In the
or more months same week or more months 1 month 2 weeks 1 week same week
0 100%
24%  26% 0 79% 9%
0 23%
13% 0 55%
5% 8%
5%
Pain Points of Christmas Shopping Pain Points of Christmas Shopping
DISSATISFACTION AREAS RANKING
| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts 66%
I worry about going over budget 46%
‘ ‘ . 1 worry that people will not like my gift 41%
Th R . What worries me mostis not finding the presents I'm looking for 40%
77% 720/0 61(V 74% e ussians are Very Holiday gifts and spending do not stress me out atall 39%
0 36(y I ’ 41% 0 Concerned abo Ut the | always know what gifts | want to give and find them easily 37%
19% 0 23% m anagem e nt Of the Ir I like to buy gifts from small sellers, so | can give unusual, unique presents 36%
budget as We” as People are rude and pushy in lines 36%
1
_ N . " Oth er ISSUGS Shared | worry about not knowing what present to give for Christmas for my friends and family 34%
le) o3 o = o 0 . | usually end up with very traditional, not unique gifts 33%
=R - z S W = with other ntri
n ('% 8 % (33 o_zs 8 ﬁ E .:E 1) E ) _o e COU es ) | always feel like | don't have enough time to buy Christmas presents 30%
<00 O zZ n L -
E Z (E}-) 2 % % % z E_L: w 5 E 5 E § E E E (flndlng the glft and In I’'m worried about the difficulties to return or change the presents 23%
oY o W = =R H
(é) % 8 2 E uDJ t % E % E 5;8 E 8 E 8 g 8 store eXpeI’Ience) Buying Christmas presents really stressesme out 19%
IIc IZ Z=T TIEX ZT W o)) Om .
ona (TR LF®n Fonw o = OF Om o< | always buy some presents at the last minute 13%
| try to buy gifts from abroad, as | cannot find unique gifts locally 10%

RUSSIAN
AVERAGE (34%)

@ Above European Average @ On Average ‘ Below European Average

' PayPal 47




Summary per Country RN
Online Christmas Shopping W

Feelings towards Christmas RUSSIA
Shopping Online
barriers
Relevance of the concerns of
Online Shopping | find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts 66%

When you buy things online, you worry that you might receive the wrong product or a defective product

66%
ONLINE CONCERNS IS 91% @ I don't like registering on a website every time I have to buy gifts ||| N | T 53%
FIND THE GIFTS 77% Buying online forces you to pay several shipping cost, as you do not buy everything in the same web ||| | |  NINNEGEGEEEEEEEEE /%
CONTROL THE BUDGET 74% When you buy things online, you worry that you won’t receive the item at all _ 50%

TRIP & IN STORE 72% | worry about going over budget 46%
UNIQUENESS OF GIFTS 61% I would rather not share my bank details when I shop online ||| R INNEGgEGEGEGEGEGEGEGEGE 24%
GET RIGHT WITH GIFTS 41% | worry that people will not like my gift 41%

TIME FOR SHOPPING 36% What worries me most is not finding the presents I'm looking for 40%
CONCERNS REFUNDS 23% Holiday gifts and spending do not stress me out at all 39%

PREDISPOSITION 19% | always know what gifts | want to give and find them easily 37%

I like to buy gifts from small sellers, so | can give unusual, unique presents 36%

People are rude and pushy in lines 36%
Their concerns about | worry about not knowing what present to give for Christmas for my friends and family 34%
online shopping I usually end up with very traditional, not unique gifts 33%
become a top concern | always feel like | don't have enough time to buy Christmas presents 30%
when it comes to I’'m worried about the difficulties to return or change the presents 23%
Christmas Shopping. Buying Christmas presents really stresses me out 19%
| always buy some presents at the last minute 13%
| try to buy gifts from abroad, as | cannot find unique gifts locally 10%

@ Above European Average @ On Average ‘ Below European Average

' PayPal .




Summary per Country
PayPal as a guarantee while online shopping W

. . . . . . ) RUSSIA
Delivery-related issues are very important to the Russians; they are equally sceptic about the benefits of PayPal. They are very cautious
when sharing their personal and banking details.
Relevance as a problem Proof points of PayPal connected WHEN YOU BUY THINGS BUT IT WOULD GIVE
when doing Online with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4)
s7we P PayPal
WHEN YOU BU(\; Jllngs BUT IT WOULD GIVE (& sHare FiNaNcIAL DATA ® 149 Being able to pay
STRONG PEACE OF MIND... online without
inserting my
= ...l would rather not . : :
= DELIVERY Pal , financial data, just
LD_-Ia () 56% 59% © . Fay a to insert my bar_1k 59% by using my mail
_ details and a password
... you worry about Being able to 65% @
. ) b
having to pay or return the glft_s &v’ REGISTERING PROCESSES ® 58%
other problems with 66% that people will
returning the not like . Being able to
products f"l dpnt llke pay online
74960 e
o . .
© 66% have to buy gifts in the website
Knowing that | can 0
... you worry that you getarefundin @ REFUND SHIPPING COSTS 72%©
might receive the - case of not © 56%
wrong product or a 75% receiving the item . Knowing that | can
very different product or receiving it . you worry about having be reimbursed
significantly not as to pay or other problems returned shipping
described with returning the 46% costs
products

@ Above European Average @ On Average ‘ Below European Average

P PayPal .
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Summary per Country
Christmas Shopping Habits

The Polish find barriers to shopping with mobile devices, they are less prone to impulse purchases and their use of Paypal is alinged with the

European average.

Christmas Shopping Distribution

@ Online 49 .

Physical
Store

83%

51

PC/Laptop

Devices Distribution

Mobile @

International Purchase Intention

Y

© 34%

¥
J

J

| w—

Reasons for buying through mobile devices

M ] 49% - | can buy a gift the moment | get the idea

15% I It's easier to shop on my phone than on a computer
14% I I can shop from anywhere

13% I | save time

6% I It flexible and | can multitask while shopping on mobile

49 | Canavoid long lines, crowds and looking for parking of the
shopping in stores

Main online payment method

Bank transfer
PayPal

Debit Card

Credit card

PayU

Payment against reimbursement
Digital wallet

Gift certificates
Invoice

Financed purchase
Other local methods

B 21%
16%
13%
10%

4%
2%
2%
1%
1%
5%

P PayPal

@ Above European Average

O On Average ‘ Below European Average

POLAND
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Summary per Country g
Christmas Shopping é

How far in advance do you usually do your Christmas gift buying?

2 months Between 1 In the peeen 1
and 2 1month 2weeks 1 week 2months  and 2 In the
or more months same week or more months 1 month 2 weeks 1week same week
o 100%
0 0 96 0
250  28% o404 84%
0,
0 4%

Pain Points of Christmas Shopping

DISSATISFACTION AREAS

90%
0 63%
34%
&
[ =T T
= o 0]
2,8 00 =
<00 (O]
SZa ouw ox=
Fz 0 <T ZOE
Nan xhk Wtk o
rouw pya) ows
ITx TZ Z=T
ona =T LF®»

' PayPal

@

74%

THE TRIP & IN

STORE
EXPERIENCE

59%

UNIQUENESS OF
THE GIFTS

56%

GET RIGHT WITH

THE GIFT

71%

CONTROL THE
BUDGET

28%

CONCERNS
ABOUT REFUNDS

Poor planning
and a limited
buget; the main
pain point is
finding the right
gift.

Pain Points of Christmas Shopping

RANKING

What worries me mostis not finding the presents I'm looking for

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

| worry that people will not like my gift

People are rude and pushy in lines

| worry about not knowing what present to give for Christmas for my friends and family
| always buy some presents at the last minute

| worry about going over budget

| always feel like | don't have enough time to buy Christmas presents
| like to buy gifts from small sellers, so| can give unusual, unique presents
| always know what gifts | want to give and find them easily

Holiday gifts and spending do not stress me out at all

Buying Christmas presents really stresses me out

I’'m worried about the difficulties to return or change the presents

l usually end up with very traditional, not unique gifts

| try to buy gifts from abroad, as | cannot find unique gifts locally

12%

POLAND

34%

28%
26%

68%
61%
56%
54%
50%
49%
46%
46%
43%

A1%
38%

AVERAGE (44%)

POLISH

. Above European Average O On Average ‘ Below European Average

52




Summary per Country

Online Christmas Shopping

Relevance of the concerns of
online shopping

FIND THE GIFTS

TRIP & IN STORE
CONTROL THE BUDGET
TIME FOR SHOPPING
UNIQUENESS OF GIFTS
GET RIGHT WITH GIFTS
PREDISPOSITION
CONCERNS REFUNDS

' PayPal

90%
ONLINE CONCERNS mmmssmm 33% O

74%
71%
63%
59%
56%
34%
28%

What worries me most is not finding the presents I'm looking for

Buying online forces you to pay several shipping cost, as you do not buy everything in the same web

| find crowded streets and stores, and lots of traffic overwhelming when buying Christmas gifts

When you buy things online, you worry that you might receive the wrong product or a defective product
| worry that people will not like my gift

I don't like registering on a website every time | have to buy gifts

People are rude and pushy in lines

| worry about not knowing what present to give for Christmas for my friends and family

| always buy some presents at the last minute

| worry about going over budget

| always feel like | don't have enough time to buy Christmas presents

I would rather not share my bank details when | shop online

Conce rned abOUt When you buy things online, you worry that you won'’t receive the item at all
additional difficulties I like to buy gifts from small sellers, so | can give unusual, unique presents
when buying things | always know what gifts | want to give and find them easily
online; these worries Holiday gifts and spending do not stress me out at all
become a top concern Buying Christmas presents really stresses me out
when it comes to I'm worried about the difficulties to return or change the presents
Christmas shopping. | usually end up with very traditional, not unique gifts

| try to buy gifts from abroad, as | cannot find unique gifts locally

. Above European Average

Feelings towards Christmas POL_AND
Shopping Online

drivers & barriers

— 689
E— 65%

61%

e 609

56%

E— 54

54%
50%
49%
46%
46%

— 459
—— 44

12%

43%
41%
39%
34%
28%

26%

O On Average ‘ Below European Average
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Summary per Country
PayPal as a guarantee while online shopping -

POLAND

They value very highly any aspect linked to delivery of the items, privacy of banking details and swift online processes.
Relevance as a problem Proof points of PayPal connected WHEN YOU BUY THINGS BUT IT WOULD GIVE
when doing Online with online barriers (Q5) ONLINE... STRONG PEACE OF MIND...
christmas shopping (Q4) .
0 PayPal
WHEN YOU BUY THINGS BUT IT WOULD GIVE @SHARE FINANCIAL DATA ® 45 62% © |
ONLINE... STRONG PEACE OF MIND... 0 Being able to pay
online without
- ...l would rather not inserting my
=[oJQ DELIVERY 67% © . PayPal to insert my bank 500 Enancia| data, just
details y using my mail and
0
... you worry about © 3 % Being able to 68% o a password
having to pay or return the gifts v o GISTERING PROCESSES 0
other problems with M 66% that people will & ® 54%
ing th lik i
retug:gl?utcti not like | don't like B:lngnz;l;f to
registering on a \I?vit)rllout register
77T%© website every time | in the webgsite
© 60% have to buy gifts
Knowing that | can 0
... you worry that you get a refund in @ REFUND SHIPPING COSTS 74%©
might receive the - case of not
wrong product or a 75% receiving the item _ O 37% Knowing that | can
very different product or receiving it - you worry about having be reimbursed
significantly not as to pay or other problems returned shipping
described with returning the 46% costs
products

% of Strongly agree + Agree on a 5 points scale
% It would really help me+ Quite a lot

@ Above European Average @ On Average ‘ Below European Average

P PayPal .
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Sociodemographic profile

Sample Size: 7000 interviews across Europe
Sampling error at confidence level of 95%: +/- 3.1%

GENDER

Man
® 50%

* :

Woman
50%

LEVEL OF EDUCATION

AGE

COUNTRIES

Higher education

50
m Secondary schooling

B Primary schooling
m No formal schooling

' PayPal

55-65
45-54 Average
B 35-44 41,9
u25-34

m18-24

EMPLOYMENT STATUS

DK
2%

Work

Do not 9%

work
29%

Spain - k -

France
Netherlands
Sweden
Italy

Russia
Poland
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