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AGENDA

SOCIAL MEDIA

APP
WEBSITE

IN-STORE

CUSTOMER JOURNEY
MAPS

SUMMARY &
QUESTIONS



Unable to
locate

Generally
unsatisfied

item

Unsatisfied with
try on, product
Or experience

with the
experience

Returns item while
still in store

Trouble
understanding the
product online, no

fit assistance

Leaves and visits
the Torrid next
door

Additional shipping
costs for return, no
local stores

Saves favorites,
prepares etc.

WORST CASE SCENARIO JOURNEY

Stylist can't see
favorites or connhect
with her account

Stylist is
unprepared and
cannot connect

with cust. account

Store is not
ready, can't
efficiently order
online

She feels
unwelcome, no
rebook
or purchase

Unsure of sizes, lack
of assistance, poor
try-on experience

Generally
unsatisfied
with the
experience

Starts on Checks for
Social posted ltem
Media on-line

Purchases

Startson item, ships to

Website store

Purchases
item, ships to
home
Books In-store
styling appt.
: Overwhelming
Starsin or unorganized
Store ;
experience
Overwhelming,
Startson unable to
App navigate

efficiently

Ultimately
deletes app, no
purchase
made




SOCIAL MEDIA

Starts on
Social
Media

Checks for
posted [tem
on-line

Unable to
locate
item

Generally
unsatisfied
with the
experience
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of users make
purchase
decisions based
on Instagram
content

SOCIAL MEDIA

Younger
consumers are
22% more likely to
stop following a
brand online due
to lack of
Innovative,
authentic
content.

of consumers are
active on some
form of social
media for >1 hour
per day
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SOCIAL MEDIA: FUNCTIONALITY

O lanebryant @ + Follow

ilysafety Love the outfit that your associate it is wearin

purplereinne Been there and done that, even made it to
assistant mgr. But | pass the baton to the young woolen and
continue to be a customer

[*d

amback What is the lady wearing? | want that outfit!

barbyg61 You look very beautiful love your outfit the bold
colors are nicelll

Reply

Qv

586 likes

JULY 14

@ Add a comment...

07/
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View Shop

Mustard Seed
Slacks §49.99

SOCIAL MEDIA: FUNCTIONALITY

O lanebryant @ « Follow

lanebryant @ Update: your dream job is waiting for you. We're

hiring at your local store! Come chat with us.
i @lanebryantlittlerock

camned - sW

emilysafCty Just spent so much money on Instagram Shop!

1

2w 2 likesNGEBeply

barbyg61 You look very beautiful love your outfit the bold
colors are nicel!!

T e
iy ="t

eyeamback | just bought this outfit!

ks

Llike Reply

antoinetteratrice Bought so many things from the website. My
wallet hurts.

2w 1like Romg

T e S P

587 likes

:> (::) Add a comment...

v

QY N
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INSTAGRAM BEFORE

4 lanebryant &

8,202 924K 245
Posts Followers Following

Lane Bryant

shopping & retal

Women supporting women. . g ﬁ We're in the
lane beside you, to lift, support and inspire you every
day as you #CreateYourLane.
visitstore_bioflanebryant/

& View shop

Message Call +2,

SOCIAL MEDIA: AUTHENTICITY

lanebryant @

09



SOCIAL MEDIA: AUTHENTICITY

4 lanebryant @

£ lanebryant @

8,202 924K 245

Posts Followers Following

Lane Bryant
shopping & retai

Live your Incredible #CreateYourLane

visitstore.bio/lanebryant/
Get the app for 20% off first purchase! bit.ly/4LEi3

& View shop

m Message Call +8

INSTAGRAM AFTER

2

LITTLE MIS.

OWER THIZ HEAT AND READY

Follow

10



WHO DOES IT WELL?

SOCIAL MEDIA: AUTHENTICITY LITTLE MIS

OVER THIS HEAT AND READY
FOR SPOOKY SEASON

American

Abercrombie

o TR
CqpE A
i i//::f'_’"’"'," ‘;,‘liiﬁ?";lv'uuw

e Shoppable
memes!

LITTLE MIS_

OVER THIS HEAT AND READY
FOR SPOOKY SEASON

e I'dt'lﬂﬁ’h't"}i% hot girl
= summer..jlfwant an
Abercrombie puff
sleevejpoplin’dress,
glassfofisauvignon

blanc'&bed my 9 pm

[ summer

GRAPHITE

YPB New Color Drop

e Fun reels that
entertain while
still advertising.

with styling
while being
relatable.

11




SURVEY DEMOGRAPHICS General

43 Women

Survey Participant Age 13 Questions

. Social Media and

Shopping Habits

50

30 AGE

N Range: 18-58
10

; Average: 30.28

Median: 23




SOCIAL MIEDIA: ADS AND PREFERENCE

3:07 ¥

10% 129

Lane Bryant

8%
Instagram

Snapchat
22% TikTok
Pinterest
Facebook
YouTube
14%, Twitter
VSCO

Reddit

13%

15% 133

2%

Lane Bryant
Live Your Incredible




APP

Starts on
App

Overwhelming,
unable to
navigate
efficiently

Ultimately
deletes app, No
ourchase
Mmade
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APP

Of 18-24
year-olds
used an app

to shop in
2020

Gen X makes more
online purchases
than any other age
group, averaging
nearly 19
transactions per
year

Deleted an app after
just one attempt to
use it, if problems
with performance.
Total 80% will
eventually delete an
app if problems
continue

15



APP - |

LANE BRYANT MORE STORES
Social >
— LANE BRYANT
—_ Q FASHION SIZES 10-40 @ @ Offers %
Contact Us >
Privacy Policy >

SUMMERSALE [ >

UP TO 70% OFF

BEFORE

TOPS

> 1opAY's DEALS o)

‘ﬁ@ﬁ‘... 0 O @ e D0 B @ e

SHOP STORES MY BAG MY CARD MORE SHOP STORES MY BAG MY CARD MORE SHOP STORES MY BAG MY CARD MORE

16




AFTER

10:53 9 = @) 10:53 7 = @ 10:53 7 = @)

Shop Cacique Q O Shop Cacique Q [

Community Categories Community Categories

ﬁ? Q”'?w"ﬁ"j O\ ﬁ Welcome to Lane Bryant

-
1,260 Pointls C '7?/

Only 50 more points until your next reward!

Ask questions, share photos,
get reccomendations, and more!

Q Search for trends, hashtags, styles, questions

Your status:

PLATINUM Featured photos _
. View all photos
> New Arrivals
@ Orders >
E_] My Credit Card > - — '
SHOP THIS LOOK
@ Rewards > N—— Trending View all hashtags
#ComfortBliss #FavDenim #SummersSty
12,957 Tags 96,753 Tags 72378 Tags
@ Account Settings %
Threads
[ . New Replies
v] Appointments e Who's Your Crush? 0
Reply: Obsessed with this lace body suit! ; ﬁl
K‘}‘> TODAY'S DEALS It's so comfortable, but still flattering and '
Sexy!™ gluliewss ( } 11

Y%

4 =N

@@%

B 17



10:53 ¥ 10:53 <

LANE BRYANT
CACLELIE

[ove gt meredbf

AFTER

Click the Discover icon for
styling & inspiration!

OK, GOTIT

13



Starts on
Website

WEBSITE

Purchases
item, ships to
store

Purchases
item, ships to
home

Books In-store
styling appt.

Unsatisfied with
try on, product
or experience

Returns item while
still in store

Trouble
understanding the
product online, no

fit assistance

Leaves and visits
the Torrid next
door

Additional shipping
costs for return, no
local stores

Saves favorites,
prepares etc.

Stylist can't see
favorites or connect
with her account

Store is not
ready, can't
efficiently order
online

She feels
unwelcome, no
rebook

or purchase

19



SHOPPING HABITS

. INn-Store

Mobile Apps

. Websites

Survey conducted by LB '22 interns

20



WEBSITE

WEBSITE BEFORE WEBSITE AFTER

Pull-On Wide Leg Jean - Light N
Wash search Q % rawards @ stores @ account bag

L5995

Light Denim

®

Pull-On Wide Leg Jean - Light

Fit
Wash

£8995
"

rl

f—
size & Eing My Sipg
OOOOOLOOLO 0 sz

Size o Eind tv Sag

OOOO

Quantity

3 ADD TO BAG

o Add 1o Wighlist

OEHOEHDDE)E)
feee

Model is 57" and wears a size 20.

See Style in More Sizes

Quantity

[ YL S— e | 1+
Details =
0 ADD TO BAG

BUY 1 GET 1 60% OFF

COMBINABLE WITH LAME 5TYLE CASH

07 Add o Wishlizt

e e HOW STRETCHY IS THIS FIT?

LEC SHAPE: Wide Leg. Helaxed and el FENET

INSEAM: Shorl 207, Regular 31°, Long 34 . ~omfor Stretch Super

— Details - e
= [tern Murnbser #57799% ] a8 [ ]
L o A pair of comfy pull-on jeans in a must-have wide-leg silhouette and 'k 'R ]‘ );
+ Imported Plus Size Danin destructed light wash. Fading and whiskering. Covered elastic : _ rE s
L e drawstring waistband. Two front patch pockets. Two back pockets. ot R o R -~ S

2



WEBSITE

See Style in More Sizes

Tell us the size and height you're
shopping for and we will find a
model to match.

*NORTH CAROLINA STATE UNIVERSITY'S COLLEGE OF TEXTILES

UK 12 | 53" UK 12 [5'11" UK 14 |5°10" UK 14 |5’ 11"

UK 16 |5'8" UK 16 | 510" Uk 18 | 59" UK 18 | 59"

ASOS "See my Fit"

Most Common
Body Type at 46%

Least Common
Body Type at 8%

22



MODEL DIVERSITY

more likely to
purchase an
advertised product
when the models
were their size

more likely to
purchase when
the models
were within
their age range

Black women are
1.5X times to
purchase if the
model was of a
similar ethnicity

23



MODEL DIVERSITY




IN STORE: CUSTONER EXPERIENCE

Starts in
Store

Overwhelming
or unorganized
experience

Stylist is
unprepared and
cannot connect

with cust. account

Unsure of sizes, lack
of assistance, poor
try-on experience

Generally
unsatisfied
with the
experience

25



IN STORE: CUSTONER EXPERIENCE

Decide whether More likely to return
to use a business if positive
based on their experience

customer service

More likely to switch
to competitor over
service

26



IN STORE: CURRENT STATE

e Market standard BOPIS not
available
e No employee access to
customer information
o Purchase history
o Sizes
o Preferences
e Use of outdated tech
e |[nconsistent customer
experiences




TikTok: @katie_kinslow

1-15-22
TikTok: @destinee.tirons

4-9-22

(;) michellekallas

| stopped buying at Lane Bryant because |
have had 2 different employees ask that same
thing.

» Reply

Liked by creator

parkhoppingduo
I've stopped shopping at lane Bryant just for
these same reasons

» Reply

Liked by creatol

goofygirl77 Q

| get ignored and treated badly every time | go
into LB. | was told | looked too poor to shop in
there one time. | was wearing sweats and a
tshirt.

1-15 Reply

Liked by creatol

stephaniea2121 @

100% the reason | stopped shopping in their
stores. Try returning something from online in a
store. They ALWAYS made me feel like dirt.
@Lane Bryant

» Reply

Liked by creator

the rizzutos

| wont shop Lane Bryant. They are a bit too
expensive for my taste, and their associates
always ignored me.

1-15 Reply

Liked by creator

3w Like Reply

Misty White

| have had the same problems. | no longer
order online with Lane Bryant. Extremely poor
customer service, website not up to date,
can't get any explanations or allowed to speak
with supervisors. | also wrote a review and
never received any response. | do most of my
online shopping on Torrid now.

3w Like Reply

pinksparkle4 Lane Bryant. Overpriced garbage
W Treat their employees like garbage and
their "style" is not flattering to most body
types who would shop there @

3d Reply Send

“Z2". Gina Wolters » Lane Bryant
M Jun22-Q

Worst customer service ever! Been on the phone for over
an hour, was told the majority of my order was no longer
available that the online website isn't up to date all, then
tried to pay for my order after telling the assoc | was
paying with a VISA prepaid gift card not a lane Bryant
gift card, to which she ran three times as a lane Bryant
gift card telling me it was declined each time, finally ran
correctly told me my order was placed and tried to hang
up the phone with me, demanded a confirmation
numbers, had to ask three times, the said my order
didn't go through after all, have asked to speak with a
manager four times now and she refuses to transfer me
or get a manager on the phone! This is unacceptable
customer service!

BE® 221 236 comments 1 share

I]b Like O Comment ﬁ) Share

Kenlynn King

Yes | agree service is absolutely horrible over
the last couple of years. Last time | was on the
website | always filter my size and everything |
pick out was out of stock. Refuse to even look
on there website anymore.

3w Like Reply




Proposed Solutions

Employee-Manager Relationships
e Building Trust
e Store team building exercises 1@ Hey Gorgeoust o ¢
e Trickle-down effect |

1,260 Points
e points until your n

y 50 mor ext reward!

Employee Empathy e
e Classes/workshops 2 e
e Incentives/Rewards
e Connection with customer

)
TODAY'S
&=

Digital Integration | ®..
e Customer/Employees/LB

29



DIGITAL IN-STORE INTEGRATION

- b
4 s Ng
A RNIRNIRYER
ﬁj Orders > C .
*ob-b BOPIS >
R zetlLlJms " : — ~
A suing > _[ I > A Rewards
Todays Deals <
D . : 7z
[\ Concier ge I I_n
@ Account Settings
| | oo
| e e i vy Returns
| o o | N
VERFN © |
| Z
| —




DIGITAL INTEGRATION AT SEPHORA

e Mobile app uses location based

marketing
e Stores have Ipads and other handheld

devices
o Order in store --> ship to house
e Experience doesn't end at store level | p——
o New products, video tutorials, ' ===0n
news/trends in app/website '-,




Unable to
locate

Generally
unsatisfied

item

Unsatisfied with
try on, product
Or experience

with the
experience

Returns item while
still in store

Trouble
understanding the
product online, no

fit assistance

Leaves and visits
the Torrid next
door

Additional shipping
costs for return, no
local stores

Saves favorites,
prepares etc.

WORST CASE SCENARIO JOURNEY

Stylist can't see
favorites or connhect
with her account

Stylist is
unprepared and
cannot connect

with cust. account

Store is not
ready, can't
efficiently order
online

She feels
unwelcome, no
rebook
or purchase

Unsure of sizes, lack
of assistance, poor
try-on experience

Generally
unsatisfied
with the
experience

Starts on Checks for
Social posted ltem
Media on-line

Purchases

Startson item, ships to

Website store

Purchases
item, ships to
home
Books In-store
styling appt.
: Overwhelming
Starsin or unorganized
Store ;
experience
Overwhelming,
Startson unable to
App navigate

efficiently

Ultimately
deletes app, no
purchase
made




ASPIRATIONAL CUSTOMER JOURNEY

Facebook
Shop
Ad f \
Pop-Up
on Social \9 . View on App Books In-store
Media Inséc:?]gram | Website Download Styling
oP Prompt (Via App or
Welbsite)

l l

Purchases Purchases
on Website on App

Purchases on
Website, App, &
INn-Store

|

Becomes a loyal
& satisfied
customer




2017 LB #ThisBody campaign
Prabal Gurung x Lane Bryant






Research Sources

Social Media Research
e Nttps://www.forbesindia.com/article/lifes/which-social-networks-have-the-highest-usage-among-gen-z-and-millennials/72471/1
e Nttps://www.forbes.com/sites/forbesagencycouncil/2021/05/17/gen-z-and-the-rise-of-social-commerce/?sh=1a2d41t251d0
e Nttps://www.retailtouchpoints.com/resources/72-of-users-make-purchase-decisions-based-on-instagram-
content#:~:text=72%25%200f%20users%20report%20making,t0%20learn%20more%20about%20Instagram.
e Nttps://www.forbes.com/sites/petersuciu/2021/06/24/americans-spent-more-than-1300-hours-on-social-media/?sh=110d5e5a2547
e Nttps://www.pewresearch.org/internet/fact-sheet/social-media/

App Research
e ohttps://saleslion.io/ecommerce-statistics/generation-x-shop-more-online-than-baby-boomers-and-millennials/
e Nttps://www.techrepublic.com/article/digital-transformation-reality-80-of-customers-delete-apps-that-dont-meet-
expectations/#.~:text=The%20study%20shows%20that%2060,an%20app%20it%20problems%20continue
e Nttps://www.paymentsjournal.com/mobile-purchases-while-shopping-in-store-is-growing-among-all-age-cohorts/

Website Research
e Nhttps://www.psychologytoday.com/us/blog/psychology-the-people/202112/why-representation-matters-and-why-it-s-still-not-enough
e Nttps://www.forbes.com/sites/work-in-progress/2011/01/24/personal-connections-are-the-new-currency/?sh=207c04f11d76
e Nttps://www.glamour.com/story/are-you-more-likely-to-buy-som/amp
e Nttps://bpr.berkeley.edu/2019/12/20/one-size-does-not-fit-all-the-rise-of-diverse-fashion-models/
e Nttps://www.newswise.com/articles/fashion-designers-ignoring-shapes-of-womens-
bodies#:~:text=A%20study%20conducted%20by%20a,women%20actually%20have%20hourglass%20figures.

In Store Research
e Nttps://www.businessoffashion.com/articles/retail/now-to-open-a-store-in-2022/
e Nttps://www.businessoffashion.com/articles/retail/what-happens-when-the-e-commerce-boom-ends/
e Nttps://www.businessoffashion.com/articles/retail/affirm-radical-transparency-impact-retail/
e Nttps://www.bain.com/insights/are-you-experienced-infographic/
e Nttps://c1.sfdcstatic.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-4th-ed.pdf
e Nttps://www.helpscout.com/75-customer-service-facts-quotes-statistics/



Further Reading

e Nhttps://directory.goodonyou.eco/brand/lane-bryant, External LB Sustainability Report/Views

e nttps://www.thezoereport.com/fashion/fashion-education-tool-brands-using-to-create-better-future , Customer Education Tools

e Nttp://vestoj.com/a-fucking-raw-deal/ , LB History/Discussion on the changing body

e nttps://www.theatlantic.com/technology/archive/2022/06/fast-fashion-trends-industry-mass-market-consumption/661371/ , Repetitive
Design

e Book: Worn, A People's History of Clothing by Sofi Thanhauser, Materiality understanding from a historical and modern POV; who
and how our manufacturing impacts on a global scale




Best in Class: Our References and Favorites

https://www.ae.com/us/en , American Eagle; App, Tracking, Ease of shopping, Social Media
https://www.sephora.com/, Sephora; User generated content, smooth shopping experience
https://www.abercrombie.com/shop/us , Abercrombie&Fitch; App, Social Media, "Complete this Look" Website
https://www.target.com/, Target; App, user friendly and easy to find structure

https://www.torrid.com/, Torrid; Website, aesthetically pleasing, user friendly, engaging
https://www.asos.com/us/women/, ASOS; Size and fit meter on website




