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A HUMAN-CENTRED
APPROACH TO WINNING
CUSTOMERS BACK



COVID COMMUNICATIONS QUICKLY BECAME A CROWDED SPACE,
OUR CHALLENGE WAS TO DEFINE OUR UNIQUE ROLE

SportiEnaland “#StayinWorkOut" by FCB Inferno

Please keep n this
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M&S donates uniforms, clothmg Morrisons offers all NHS heroes 10% off
Y O U R & sets up free food delivery for their shopping
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#HPRESCRIBEKINDNESS



MASS PERSONALISATION AND CONTENT FIRST THINKING
INNOVATED HOW WE COMMUNICATED FOR CUSTOMERS

Strategic Intent Insight Asset creation

Search intent data,
social listening

Consumer Behaviour:
Kantar/YouGov/Statista




#prescribekindness BROUGHT US UNPRECEDENTED RESULTS

Howe

BOOTS FREE ONLINE NHS REPEAT PRESCRIPTION SERVICE
GET YOUR NHS PRESCRIPTION DELIVERED FOR FREE WITHOUT LEAVIN

g

Social Listening and Search intent

data to answer questions of the day

My Account View in 0 web browser

Providing NHS services W} M

CORONAVIRUS
(COVID-19)
YOUR
QUESTIONS
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MARC DONOVAN

TODAY MARC ANSWERS...

Coronavirus (COVID-19)-your questions answered

What should | do if | start to develop symptoms?

* Can | be tested?

* What testing is being done for Coronavirus?
* How do | take someone's temperature?

+ How can | treat a high temperature?

* What is a continuous cough?

* How can | help vulnerable people get their
prescription?

* Getting your regular medication during self-isolation

ONOVAN
HIEF PHARMACIST

* |s prescription delivery free for the vulnerable?

* Can someone else collect my medication?

Facebook
VTR was

ent advises how *

Instagram
hbours can b
VTR WaS des colle
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7%

(Vs 6.73%
benchmark)

(vs 7.2%
benchmark)

12.85%

Bespoke 1to 1 for
vulnerable groups

o 22
bl
WHAT TO DO

*You MUST stay at home. Only go
outside for essential food shopping,
one form of exercise a day (walking,
running or cycling), any medical need
or essential work. Those are the only
reasons why you should not be home.

What you should know
about COVID-19

+ Stay 2 metres ~ or 6 feet away —
from other people.

*Wash your hands as soon as you
get home.

+ Public gatherings of more than
2 people are now forbidden.

+Use NHS 111 to contact your GP

or other essential services. Only
phone 11l if you can't access the online
service. Do not go to a GP surgery,
pharmacy or hospital if you do have
any of the symptoms. 11l will advise

s neatyourtrted ih stk youwhabtode

15 ond Public Health
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<Name>, there’s @ lot of information
around at the moment about the
coronavirus pandemic, some of
it confusing

o o and well
and give you the information you need.

The government has i
ot-risk groups and pr

s ono of them. Thay h
‘essential points which you should

absolutely aim to follow as best you cg

Emails going
out during this
time saw open
rates increase

w 1 9%

SOME FREQUENTLY
ASKED QUESTIONS

Here i the official advice from
the Royal College of Obstetricians
& Gynaecologists to some of your
leading questions.

What effect does coronavirus have
on pregnant women?

It doesn't appear to affect pregnant
women very severely. However, this is
a new virus and we are learning new
things about it every day. More severe
symptoms appear to be more common
in older people, and with those with
weakened immune systems and/or
certain long-term conditions

What effect will coronavirus have
on my baby?

There s no current evidence to
suggest there is an increased risk of
miscarriage. There is also no evidence
to suggest that you can pass the virus
on to your developing baby while
you're pregnant. Only two cases of
this have been reported. And, in
both cases, itis not clear whether
transmission was prior or soon

after birth

‘What can | do to reduce the risk of
catching coronavirus?

Observe the new guidelines listed
above. And wash your hands regularly.
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Overall Brand Brand

index Affinity Dynamism Value New

HIGHEST 54.9% % 44.8% 1 25.8% t 53.2% t

(v41% KPI) (v22% KPI) (v50% KPI)

SINCE 2012 (v50% KPI)




FROM THERE WE ARE CONTINUING TO OPERATIONALIZE AND
ACCELERATE MASS PERSONALISATION

Accelerate use
of 1st party data

Technology & support to
drive mass personalization

» Collect more, use more

* Improve match rate with
tech partners & integrate
with more partners and
platforms

» Apply real time data
(triggers)

Establish new ways
of working

Operationalise mass
personalisation in media

Plan omni-channel
customer journeys &
Persona led customer
planning

Continuous optimisation

Shift toward always on
VS campaign

Test & learn culture

&

Produce and utilise
content at scale

Mass personalization
through automated content
delivery

» Deploy and adopt aem

» Drive use of bhive for
content creation

* Increase use of dynamic
content creation at point
of execution

®

Performance analytics

Improve our analytics
capabilities & delivery

* Align kpi & metrics

* Track online & store
conversion

* Multi-touch
attribution/cross
channel kpi framework

11



WITH FANTASTIC RESULTS & LEARNINGS FOR OUR BUSINESS

Christmas Campaign Local Pharmacy

Driving consumer store traffic to

Nov — Dec 2020 '
support safe shopping Install footfall trackers and link

24, 170 Unique ad versions delivered orogrammatic formats — such as

400%+ increase in 1PD DOOH — meaning we upweight ad

buying when store is quiet/ being

agile to offers or change customer
needs in real time.

Performance: 110%+ on target

LET’S SHOP SAFE
<<LOCATION> >

Brand love: up 15%+/+10% against

benchmark

Performance: 122%+ on target




ALLOWING US THIS SUMM
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2%

of consumer want to radically
change their lives after lockdown
ends




Making it Happen: celebrate and support from FOMO (fear of
missing out) around an all-new emotional high of interaction,
socialising and release to FOMU (fear of meeting up) little,
personalised boosts we can help with as consumers rebuild their
confidence, as we know the small things can mean ALOT

OVERI000 _ .9
EVERYDAY AN
ESSENTIALS ==

ICONIC e

UNDER ,
Bag abargainfor your staycay. w

In store | boots.com | App Feel good as new

e ]

WITH l .y
|

Being part of the BIGGEST
cultural talking point this
summer

Unmissable national
coverage

Being there in the moments

which matter







522 | |oveislond




TO BRIGH
AND BOLD

Glam It up with Iconic beauty brands Including
Drunk Elephant, MAC, NARS & Anastasia Beverly Hills.

Instore | boots.com | App

Maea s s Lenmionn

Bl
BRANDS

4 ’ 27_

OVER 1000 _
EVERYDAY

TURN THE
DOG WALK

ESSENTIALS =4
£2 AND
UNDER

Bag a bargain for your staycay.

In store | boots.com | App

D s e e

S WP - J270460_Bocts Phoenix DOOM_Campan_Bessty Giobel D6_10800 1120 84 mpd

ACHES
& OUCHES

Instore | bootscom | App ‘W

o e o oy S Feel good as new

Feel good as new

' OH ACNE,
' PLEASE GO!

If you're struggling with pesky and painful spots, don't worry.
There are tons of products and treatments that can help
relieve the symptoms of acne.  w S

Dermalex Acne
Treatment is developed by 4
dermatologists. It's clinically ¢

proven to treat mild to
moderate acne symptoms,
reducing swelling and
restoring skin's pH.

e emesnen o

Acnecide Facewash
contains benzoyl peroxide
= " forthe treatment of mild
acne affecting the face.
You can also visit our Always read the label.
Acne Online Clinic* via
our new Health Hub, for
consultation and access to

prescription only medicine.
*Subject to stock avallobility aad chnicion opprovol
Charges opply. Cliricion review uswally tokes up to

24 hours. A clinician may need 1o 1peak 1o you about
your consultomion Feel good as new
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We want to be the
Fearless Innovation
Champions for the industry

~
,ﬁj

1 1. The most innovation thing they
have available right now

O == I‘

Brlef(20 mins)

2. 1 amazing idea they have always
wanted to do with us



WATCH THI

DELIVER THE,




