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From Subscriptions to Free Tiers:
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Engagement
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Why do loyalty
programs matter?



Loyalty programs matter — the
benefits are clear for companies and

consumers

+20% >50%

higher spend by members more likely to buy from a brand
VS non-members with loyalty program
positive referrals by loyal lower churn by loyal customers

customers & cMerketer, Insider Intgliiger®: Salesforce Fifth Edition St i Connected Customer, 2022, Forbw




How It starte
at Zalando




Subscription-based program

launched in 2017
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FREE DELIVERY & RETURNS*®

®zalando, .

Shoes Sporls  Streelwesr Accessories Care Designer Brands Sale %  Pre-owned

Welcome to ® zalando~Lus
What's Plus all about? Find out for yourself with a free 30-day trial.

Our members enjoy faster delivery options, early access to hot releases, and more — all
for just 15 € a year, You can cancel anytime, and we'll always remind you before your
membership renews,

Even more to love
Get the Plus treatment

A glimpse of what's in store

2l Getitems faster
Unlimited premium delivery means you gel your orders in 1-
2 business days, without paying extra.

[S) Shopitfirst

Enjoy early access to hot releases, and be notified first
whan your liked itams are back In stock or on sale.

Try Plus free for 30 days —

W0-day retern policy

wn® 2 P&

Q search




And it worked

X2

visits by Zalando Plus
members

+2.5M

members across 8 European
markets

X5

time spent by Zalando Plus
members




Was it enough?



INn 2024 we presented the new B2C strategy
with three strategic growth pillars




Loyalty, as part of quality pillar, [ J
needed to evolve too

What do | wear for a hot, swea
heated summer? |
- - [

Differentiation

Inspiration &
through quality R

entertainment

Lifestyle
expansion

Multi-brand platform




How many loyalty programs
do customers engage with?



s

Average number of loyalty
programs customers
engage with
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Customers expect rewards

o1% S0%

Zalando customers actively Zalando customers engage
seek rewards for their loyalty with other loyalty programs
European customers want Customers seek recognition

loyalty program beyond their purchases

ource: ZGS 2028 Fashion Survey, October 2023, >18k respondents across DE, £




From exclusivity to inclusivity — free to all

Deeper customer
engagement

Emotional
connection

Multi-proposition
adoption




Introducing
new






http://drive.google.com/file/d/1PY7XpFSeStJZiT70HCQ6Sje55N_Y_OrQ/view

Earning points:
Shopping

Customers can earn points through shopping
both on the Zalando platform and on Lounge.

We make sure that we celebrate our customers
with each transaction and points earning
moment in the journey.

e GAZELLE - Trainers - clear sky/whit... ﬂ’]

SNEAKERLOVE

Adidas Originals
Gazelle Unisex - Trainers

ov  CED - -
®© Order
Confirmed!

Thank you for shopping with Zalando Lounge!

Order number 1235345346

View your order under Orders and returns

@ You

save 599,70 €
d to RR

Comp P

Total 185,65 €

Plus points

To be awarded in 30 days
Delivery Address

Ms. Jane Doemann
Karl-Marx-Allee 46
10178 Berlin
Germany

Payment

q Customer Name




Earning points:
Missions

The missions experience offer rewards for other
ways than orders and transactions such as
completing body measurement, adding birthday
or subscribing to newsletter.

Enjoy your rewards
You’re a Plus Star

Lasts til 24.02.2025

®150

Pending: 70 points
Next level: 820 points

For a limited time




Having a tier based programm
INn which customers are awarded points
and rewarded through benefits

(Plus *« Star )

Level 3

Plus x Shine

Eg-b Free premium

delivery

Level 2 4 per year

Plus * Light
; Premium customer
care
Level 1 Free delivery for
Free delivery for
Oreleis Ll B @ orders under MOV

1 per year

No benefits offered 3 per year

(Plus % Superstar)

Priority access to ne
releases

Free premium

delivery
Unlimited

Premium customer
care

Free delivery for
orders under MOV
5 per year




Driving loyalty through experience >
France




Driving loyalty through experience >
Berlin Marathon

e AP - Men | W | Ki \
— : zalando Men | Vemen | Kids

& luanaamaro
A Berlin, Germany

‘BMwTin
! BERLIN =
MP"QL\THON

This time exclusive for
all Plus members

Don’t miss your chance to win a ticket to
the BMW BERLIN-MARATHON. It’s a
taste of full Plus benefits for ALL Plus
members, no matter your status.

I'm ready >

The BMW BERLIN-MARATHON tickets are hard to get but we’ve secure 20 tickets, and
they’re for you.

As a Plus member, you can now enter the draw to win yours. Join thousand of runners in one

e world’s most iconic races. And get a taste of full exclusivity of Plus membership

Beitrige

Bardless of Plus status.

% ew not just off
fo included!
£

_ =it wishes,
sir Zalando Tea




Driving loyalty through experience
Adidas Adizero Adios Pro Evo 2 Raffle

Zalando Men | Women | Kids

Chase your next finish
line.

As a Plus Superstar, you get the chance to
win a pair of the new Adizero Adios Pro
Evo 2 running shoes. Enter the draw now

and it can be yours.

Enter the draw -

This one’s for the runners. The early-morning starters, the park loop regulars, the marathon
enthusiasts, the ones who know that the right shoes can change the game, and the ones that
have been waiting for the Adizero Adios Pro Evo 2! 3¢

As a Plus Superstar, you get a shot at winning the new Adios Pro Evo 2, fresh from the launch
line. Just enter the draw and keep an eye out for winner news.

Best wishes,

Your Zalando Team

Find inspiration Shop Easily

’

0]

Win the Adios Pro Evo 2
Join Plus for free for a chance to
win.

Plus gets you in the draw for one of the most hyped running shoes
of the year - the Evo 2.

Join for free & enter >




Key insights

17 15M+

countries members

206% X2

adoption rate orders by Zalando Members
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