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How Consumers’ Loyalty to Brands Has
Shifted Throughout the Pandemic

U.S. Officially Leaving Paris Climate

Agreement Study shows changing shopping habits over the past 2 months
. Diminished

a Climate Change q[ Brand Loyalty

Source: Gartner

The majority willing to nix their pe
in ordar to get what they need when they need it
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4 MACRO
TRENDS

ACCELERATING

CHANGE

More
connectivity

N

» Rising interconnectivity speeds
disruption, upending the
principles for disruptive innovation

® Free-moving information
bypasses—and challenges—
existing hierarchies

Unprecedented
automation

e Increased automation undercuts
the mechanistic thinking upon
which organizations were created

® 200 years of management
thinking on control and
predictability become obsolete

Lower transaction

e Barriers to entry and costs to
achieve scale are evaporating

e Internal bureaucracy presents
more friction than external
interactions and free-market
transactions

Fundamental
societal shifts , )

e Gen Z and beyond will have new,
fundamentally different career
aspirations

e Expect more variety and learning,
more leadership and promotion
opportunities, more social impact,
and more career mobility

Source; McKinsey & Co. Organizing for the future: Nine keys to becoming a future-ready company
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ECONOMIC CONCERNS REMAIN HIGH

Overall, to what extent are you concerned about the economic-related consequences of the coronavirus situation? 6 8 . 3 /O

35%
0%  n3%
29.3% -261% 24.7%
254% 24.4% 23.6%
— - /,/ f-
23.7% 22.3% 225% “‘." 22 4%
. 21.2%
20% 20 u \ '
T 209% 2046% 19.6% 197% \-198%
TR a3
10%
ey 6.49% 1.44% 7.07% 7.03%
5.44% 5.73% - 572% EV —n ° 5.99%
——e
5%  349% m_— =3 32% 20% I ™ = ~41% o7 32% 30%
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0% O7% 2.1% 22% 3.1% 16% 3 27% 2.6% 3.2% 27% 33% 30%
March 22-29  April 20-26 May 11-18 June8-14 June 29-July 6 July22-28 August11-18 Sept15-21 Oct5-13 Nov23-Dec14 Dec 15-Jané
~a-To an extremely small extent —e-To avery small extent ~o-To asmall extent ~o-To amoderate extent
-o-To alarge extent -e-To avery large extent -a-To an extremely large extent
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CONSUMER SENTIMENT IS DEPRESSED

Thinking about the coronavirus situation, how soon do you believe that your life will largely return to "normal*?

65.8%
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=o=2 to 3months
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-o-More than 1year =e=Neover
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REALITY OF 202115 SETTING IN

When do you anticipate that a vaccine for the coronavirus will become available to the general public? 1 O/
7 . | /70pts

& Jan-Mar
30.6%
. 34.2% O
e [ 2. 2%t
October, 2021 or later
1.7%

0% 5% 10% 15% 20% 25% 30% 35% 40%
ENov 23-Dec14 mDec15-Jané

© Resonate. All rights reserved. Proprietary & Confidential. resonate.com | resOna te



‘IN THE MIDST OF EV
IES GREAT OPPO
- ALBERT EINSTEIN

RY CQ\S\S,
CUNITY.”

-~




FOUR WAYS DATA CAN MAKE OR BREAK
YOUR 2021

</> :E:C:)}
|

SYSTEMS,
TECHNOLOGY,
BATS CONNECTIVITY
.*':
;{> il
DEEP HUMAN ABILITY TO ACT ON
UNDERSTANDING DATA & INSIGHTS

© Resonate. All rights reserved. Proprietary & Confidential. resonate.com ‘ res.cna t e



FOUR WAYS DATA CAN MAKE OR BREAK

YOUR 2021
TEBT
S

TIMELY, RELEVANT
DATA
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"COMPANIES WON'T SURVIVE THE HARSH
FCONOMIC CLIMATE OF 2021 WITHOUT TUNING
THEIR PRODUCT AND MARKETING PRIORITIES TO

CHANGING HOUSEHOLD NEEDS.”

"AND CMOS CAN'T SHIFT
AND RESPOND WITHOUT
REGULAR, MORE
GRANULAR DRIPS OF
CUSTOMER AND BUSINESS
DATA.”

Source: Forrester Customer Intelligence Leaders 2021 Predictions
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FRESHNESS MATTERS
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WHICH STORES WILL SEE FOOT TRAFFIC?

123%

Once shops open, which of these types of shopping do you believe you will go back to doing at physical stores, rather than online?
Select all that apply. J U n e - D e C

80%

70%

60%

50%

40%

30%

20%

10%

0%

70.72% 71.08% 70.43% 68.60%
—e
549%
-—e
26.8%
37 0%
/ - 29.44%
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30.95% oo - -— ‘
- e : 18.8% e
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217% 213% 20.6% 20.5%
— — I —e
o> — o ——— o—
9.6% b 9.3% 95% i 9.4% 8.5% 10.5% 103%
May 11-18 June 8-14 June 29-July 6 July 22-28 August 11-18 Sept 15-21 Oct 5-13 Nov 23-Dec14 Dec 15-Jan 6
«o-Restaurants «~a-Electronics
- Grocers ~a-Clothing
~a-General merchandise (e.g., Walmart, Target, Costco) ~e- Hardware/building supplies
=o=None of the above == Bank

—
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MONITOR PREFERENCES AS THEY EVOLVE

Which of the following shopping preferences are now important to you? 6 O/O
60% |

- o - INcrease N
> 45.03% .
e — curbside
40% 30.8% S424%
387%/ 37.8% —o p IC |'( U p
20 ™ ;;:-%— 35.46%

ML T10%

- " Increase in
" browsing
A‘QUSt11-:f-Curbsido pick --S?a:;y delivery --Browc:: ;1:d buying in a physical ::v:s-bitbm of the above e t h e Sto re
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KNOW FEATURES ARE MOST IMPORTANT
10 YOUR MOST VALUABLE AUDIENCES

To what extent does the cost of shipping or delivery influence your decision to shop in a physical store rather than online? 6 ; /O
35% L
30.55% say IT's
30% S 28.26% 28.62% 28.00% 28.10% . .
— — > . Influential
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—a=Not at all influential  =e=Slightly influential —a-—Moderately influential «a-Very influential = Extremely influential
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WHERE ARE THE REOPEN READY SHOPPING?

show metri ANALYTICS = MEASUREMENT +

Reopen Ready

Brand Affinity Report

nline Adult Population
¢

sen Ready

BASELINE: Online Adult Population

@ ADDNEW () ADD SAVED

op Retailers

BY INDEX with minimum compaosition: 20%

BURLINGTON COAT FACTORY
E % COMPOSITION
22%

Burlington Coat Factory [ NG 17
Kroger NG 117
T3 Maxx I 115
Foss N 11

MDEX

126

Amazon NG 106
cvs I 103

151

Hyatt Hotels

129 Courtyard by Marriott
126 Comfort Inn

13 Hilton Hotels & Resorts
108 Holiday Inn

Top Apparel Retailers
BY INDEX with minimum composition: 5%.

LANDS' END

INDEX : COMPOSITION

327 9%

Lands' End 327
asics NI 510
Puma I 61
Finish Line [ INNEM 70
Reebol NG 257
Ralph Lauren NN 35

100
online Adult Bapulation

compasition: 5%
107 Ford
102 Missan
101 Toyota
98 Chevrolet

Q[} Honda

Top Restaurant
BY INDEX with minimum compasition: 20%

NONE OF THE ABOVE

IMDEX % COMPOSITION

99 83%

Mone of the Above NN <o

Top Airlines Tried

111 Delta Air Lines
102
101
79  American Airlines

United Airlines
Southwest Airlines

\ ROTE: There am= only & significant values &

Starbucks [N o
McDonald's I <
Doming's Pizza [N S

1oe
online adult Fapulation

NOTE: There ar= only £ significant vakues far this metric.

© Resonate. All rights reserved. Proprietary & Confidential. resonate.com ‘ res.cna t e @



HOW ARE THEY DIFFERENT THAN THE
REOPEN RESISTANT?

TED ADL

Reopen Ready

BASELINE: Online Adult Population | CONTAINS: Survey Data

1.8M

55% | 12.2M

Reopen Resistant 741—'5:{.- |
BASELINE: Online Adult Population | COMTAINS: Survey Data “ v

166.2M | 161.0M

BYINDEX {3 Baseline with Index of 100: Cnline ackult Fopuaticn BYMOEX {3 Baseline with Index of 100: Online Adult Fopuiation

Top 3 Personal Valuss  » Top 3 Personal Valuses s

123 - Tradition - Maintaining Traditions: May, or may desire to. emphasize
the preservation of traditions and customs, including those within family,
culture, and religion. May be inclined to do things in a way that maintains
continuity with the way they have always been done and may be more
altruistic and sympatheatic.

103 - Confermity - Avoiding Upsetting or Harming People: May, or may
desire to. emphasize politensss and tactfulness, and may sesk to avoid
upsetting or harming athers. Life is about courteousness and chvility. Tolerance Mature

Tipe Consider using themes of harmony. compromise, respect towards
others, honaring parents and understanding in your creative and

Tip: Consider using themes of family. religion, appraciation for culture and mess3ging.

traditional practices and beliefs in your creative and messaging.

55

109 - Telerance - Acceptance of Those who are Different: May. or may desire
to, accept and understand individuals who are different from themsehes.

Life iz about broadmindedness and accepting the beliefs and behaviors of i 10 Hurm
athers.

i Ly
B 1
Tipe Consider using themes of acceptance. inclusion, harmony and diversity /' @ Conformity

123 - Humility - Being Humble: May, or may decsire to, keep their own
accomplishments and impartance in perspective, may avoid drawing
attention to themeslves and may emmphasize the welfare of others. May also
be more likely to be modest, grataful and generous.

Tip: Consider using themes of humility, modesty and respact in your
creative and messaging.

in your creative and messaging.

-

——— 10&
108 - Mature - Caring for Mature: May, or may desire to, emphasize the
preservation of the natural environment. Life is sbout protecting the
Tradition environment.

127 - Independence - Freedom to Determine Actions: May be, or may desire
to be, more self-directed, more self-reliant, and more likely to seek solutions
to problems themselves rather than depend on others. Life is a sequence of
wents that is primarily under their own control.

Tipe Consider using themes of unity with nature, safekeeping and

Tip: Consider using themes of choice, decision-making, and opportunity in
your creative and messaging.
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Al-POWERED DATA SCALED FOR ACTION

[ RESONATE SCALED ]
L IDENTITY FRAMEWORK J

=

HUMAN ELEMENT
200M+ CONSUMER
PROFILES

ONLINE BEHAVIORS
& CONTEXT

Al'& MACHINE
LEARNING

RESONATE IGNITE

PLATFORM
4 ) Fresh data at the

RESONATE IGNITE BY THE NUMBERS individual level

connected to your
\ ecosystem J

200,000 Responses Refreshed every 6-8 weeks
Covid and recent events data every 2-3 weeks)

200 Million Profiles
10 Billion Daily Web/Mobile Observations

« 600 Million Connected Devices

* 13,000+ Proprietary Data Elements
130 Billion Daily Predictions
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FOUR WAYS DATA CAN MAKE OR BREAK
YOUR 2021

DEEP HUMAN
UNDERSTANDING
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YOUR AUDIENCE IS HUMAN

“Suburban Moms
on the Move”

Age 25-34

BIG BOX SHOPPER Female BIG BOX SHOPPER
AGE 25-34, MARRIED, 2 CHILDREN, $75-100K AGE 25-34, MARRIED, 2 CHILDREN, $75-100K
HHI HHI
« Childrenage 2 « Childrenage5, 6

« Low discretionary income 2 children « High discretionary income
« In market for dishwasher * Amazon Prime customer

+ Uses coupons Household - Values nature
« Values creativity & financial stability «  Only buys organic food
¢ Invests in mutual funds income * Recycles regularly
« Considering switching investment firms « Watches TV on her phone
« Cord cutter $ 75-100K « Reads New York Times

« Wants safer schools « Supports school vouchers
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PURCHASE DRIVERS OF HISPANIC SUB
SEGMENTS VARY

sgcoscocolec MEXICAN AMERICANS oeascstcote o immese PUERTO RICAN AMERICANS <<<scsscscsa st CUBAN AMERICANS swmsmwmmi
MORELIKELY ~  LESS LIKELY MORELIKELY  LESS LIKELY MORELIKELY LESS LIKELY

TO BUY PRODUCTS THAT ARE: T0 BUY PRODUCTS THAT ARE: T0 BUY PRODUCTS THAT ARE. 10 BUY PRODUCTS THAT ARE: T0 BUY PRODUCTS THAT ARE: T0 BUY PRODUCTS THAT ARE:

‘g
@ roruu [ S oostarree [‘M COST-EFFECTIVE ] EUNEXCITING £l vua
& i
INNOYATIVE A e = AT ENERG-EFFICENT ORACTIEAL A overor-erricen
UNIQUE

@ EASY-TO-USE a’ — €2, sustamsLe
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CULTURAL AFFINITY & GEOGRAPHIC
NUANCE MATTER MORE THAN EVER

IN SAM ANTOMNIO/AUSTIN, HISPANIC PRESERVERS... IN MIAMI, HISPANIC PRESERVERS...

Value religion, hard work, and charitable issues Value religion and family time

Speak English first, but also speak Spanish Often look to Spanish-speaking cultural figures

Consume media through social media and Consume media through traditional TV and

streaming services radio and enjoy Spanish language programming

@ Marketing Solutions | Case Study | Cllmd resonate
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UNDERSTAND THE EVOLVING HUMANS

HUMAN ELEMENT

A dynamic, holistic view of a
person that combines core
attributes like demographics and
psychographics, and contextually
relevant digital & physical cues
with values and motivations to
reveal why we choose, buy,
advocate or abandon a brand.
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FOUR WAYS DATA CAN MAKE OR BREAK
YOUR 2021

</> :Eg):;

SYSTEMS,
TECHNOLOGY,
CONNECTIVITY
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TECH REPRESENTS THE LARGEST PORTION
OF MARKETING BUDGETS

OF TECH

%

YET MARKETERS USE ONLY 58

CAPABILITES
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COVID-1?2 ACCELERATED E-COMMERCE
GROWTH

Coronavirus impact on retail e-commerce website traffic worldwide as of June 2020, by
average monthly visits

{in billions)

24

22 2128

20 19.2
18.35 1855
17.64
18

- "\j According to Gartner’s 2020
..J Consumer Behaviors and
Attitudes Survey, half of
I S S N S consumers have increased their
C C o “’ frequency of online shopping.

Mumber of visits in billions

® Statista 2021

@ additional Information Show source €

© Resonate. All rights reserved. Proprietary & Confidential. resonate.com ‘ resOna te @



RETAILERS HAVE A TON OF TECH TO
CHOOSE FROM

E&® The Retail Store Tech Market Map
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"MOST OF ALIBABA'S OPERATING
DECISIONS ARE MADE BY SMALL TEAMS
INFORMED BY MACHINE LEARNING AND

CREATIVE APPLICATIONS OF DATA'”
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FOUR WAYS DATA CAN MAKE OR BREAK
YOUR 2021

B

ABILITY TO ACT ON
DATA & INSIGHTS
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‘BY SEIZING UPON DATA'S ABILITY TO
CONNECT AND SCALE, THESE
COMPANIES WILL BE ABLE TO

DEVELOP NEW PRODUCTS,
SERVICES, AND EVEN BUSINESSES IN
FAST RELEASE-AND-UPGRADE
CYCLES”
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FIND THE POCKETS OF POTENTIAL

How frequently are you now dining in at restaurants?

50%
45% 4299%
39.12% 38.59%
35% 30.81%
30%
- 24.49%
21.09%
20% L 133% - | 54% *
> 4.42% 100%+ |/ 4.5%
15% 8 29 1n3% 1%\ |- 49% \ &l . 1% 1% ~103%
S.b%k\\ ", 3‘3% “ \ 3.70% :\\\ " v“:' 3'6% ) 3'6% —\"j || / 4 P 8.0%
10% N"2m : l— =9 3%
33% -\ 2.0% . J
5% A\ \ /_—~33%
3.94% — £
0% 17% — —23%
August 11-18 Sept 15-21 Oct5-83 Nov 23-Dec14 Dec 15-Jané

-a-More than once a week —a-Once a week

~o-0Once a month ~o-Once a quarter

- 0Once a year -#-| oss than once a year

—a—Never - Not diningin at restaurants at all, until the coronavirus situation is under contrd

-e—Not applicable: | do not dine in at restaurants anyway
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UNDERSTAND THE HUMANS & WHERE TO
REACH THEM

resonate  Em DasHEOARD @ sccuenTATION INTELLIGENCE @) @ c=noAGEMENT +

{: ) (D Alma Agency -

Build a New Analysis SAVE ANALYSIS = ~  CREATE NEW  eee

show metrics (@) REPORTS ANALYTICS * MEASUREMENT @

35-44 Preservers + 7 x

Fusionistas who eat at QSRs Search for insights Q Paid Tv/Movie Subscriptions X |'1'| li'
BASELINE
B Online Adult Population SORT BY: INSIGHT GROUP NDEX AVERAGE (descending)» % COMPOSITION »
45+ Preservers + Fusionistas  # X );7
who eat at QSRs INSIGHT INDEX % COMPOSITION
100
BASELINE -, g
B Online Adult Population | .
- 0 |
Paid TV/Movie Y 13 % PAID TV/MOVIE SUBSCRIPTIONS
Subscriptions - Tubi TV . Starz
©oNEw @ ADD SAVED " e 72 10%
| Pays for Starz to watch television and
i . °
- P . 0,
Paid TV/Movie I, < 10%
Subscriptions - Starz " g 35-44 Preservers + Fusionistas
I, = 8% Who eat at QSRS
I \ Online Adult Population
|
I -0 O 5% 161 10%
Subscriptions - DirecTV . NDE COMBOSITION
1
. 45+ Preservers + Fusionistas who
| . eat at QSRs
Paid WMovie T s 8% Online Adult Population
ubscriptions - Youtube H
- r
Premium K : 2% 133 8%
: L= _e PO Sl
: L
f . g
Paid TV/Movie I, =5 8% )
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resonate

ACTIVATE FOR GROWITH

@® sccmenTaTION

s
BN DASHBOARD

=r: Your Activation Options

—-— oo
= |INTELLIGENCE (2

Resonate Partners

DIGITAL ACTIVATION

Display &
Video 360

verizon’
media

SOCIAL ACTIVATION

or

DATA MANAGEMENT

e

®
Google Ad Manager

evexandr

®

ORACLE
©bluekai

© ENGAGEMENT

MediaMath

Roku

4

AMOBEE

() theTradeDesk'

Magni’re

Yy

Adobe Advertising Cloud
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T'S NOT ENOUGH TO
DEMOCRATIZE DATA:
FIRMS MUST
DEMOCRATIZ
INSIGHTS-DRIV
DECISION-MAKI

ustomer Intelligence Leaders 2021 Predictions

~— [T1 T
a
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THE INTERSECTION OF DATA & TECH

DATA IN FOR DATA OUTINTO
INTELLIGENCE ECOSYSTEM
Segmentation Digital
& Typing Tools Advertising
On-going Custom ,
Research Website
Personalization
Website \ 55:::'__- - == : .
/ L EE E= E-mail
: RESONATE IGNITE
Mobile App PLATFORM
Direct Mail
Custom
Database Database
13,000+ 200K+ 200M+ Modeling
Third_party Data Data poirjts NCS Conngcted
per profile Respondents Profiles

Y EYEYEYAAYS
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FOUR WAYS DATA CAN MAKE OR BREAK
YOUR 2021

</> :E:C:)}
|

SYSTEMS,
TECHNOLOGY,
BATS CONNECTIVITY
.*':
;{> il
DEEP HUMAN ABILITY TO ACT ON
UNDERSTANDING DATA & INSIGHTS
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LEARN MORE
resonate.com/insights
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