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Foreword

Dear industry colleagues,

Recent times have forced us to assess the rate of technology adoption and our
readiness to deal with the unforeseen disruptions and challenges. In the era of
COVID-19, amid businesses being affected and industries struggling to keep up,
sectors like e-commerce have seen an accelerated adoption across industries
and countries.

Our country is the region’s fastest-growing e-commerce market with an
increase in the count of mobile money wallets. Notably, not just in GCC but in
the entire Middle East, the UAE is a trailblazer. According to the World Bank’s
latest Logistics Performance Index, the UAE continues to move up the Index and
has been placed in the 11th position globally followed by Oman, Saudi Arabia,
Bahrain, and Egypt.

As the first operational e-commerce zone in the region, it is important that we
look at the intricacies of this sector and share them with you. We believe that
our e-commerce zone serves as a valuable reference and educational source to
the local and international e-commerce community. We continually strive to
share insights, case studies and industry knowledge with our partners to aid the
growth of the sector.

This SME E-commerce Sentiment Report is part of that commitment to shed
light on the significant factors that have moulded the e-commerce sectorlocally.
We produced this report in partnership with SME10X by reaching out to SME
businesses and asking them to give us firsthand insights into their experiences.
This reportis an effort to evaluate where we stand and how we can improve the
future prospects of the thriving e-commerce sector, which hold the potential
of securing UAE's achievement in its vision of becoming a hub for all things
innovative and pioneering.

As you read through the report, you will see that the findings of our survey show
an optimistic future for the sector and my hope is that EZDubai can prove to be
a catalyst in this growth and development. On our part, we remain committed
to the government’s ongoing drive to attract and nurture an e-commerce
ecosystem of small, medium, and large businesses.

Best regards,

Mohsen Ahmad
CEO Logistics District, Dubai South
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A powerhouse for e-commerce

The crisis has had a profound impact on the e-commerce sector and across the world, the
online growth potential has come into the spotlight. Whether you are business still at a
nascent stage of e-commerce or are actively scaling up investments to increase your online
offering, it is worth rethinking and reshaping your strategy from time to time.

We are seeing many players that are still uncertain about how to form their strategies and
what is the best approach to execute them. The reality is that in this quickly evolving space,
e-commerce success requires much more than simply trying to take offline capabilities
online.

Itis our hope that this report will help you find some insight and give you some food
for thought if you are in any of the above scenarios. We do, of course, realise that this
is perhaps just a small step in a long journey ahead and we do endeavour to bring you
continuous engagement in the years to follow.
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We came out of the pandemic with a situation that
was very different from the one when we entered.
We saw the importance of going online and digital
increasingly significantly so it is critical for SMEs

to think about this while they are still getting

back on their feet and develop strategies towards
e-commerce as early as possible.

Samer Soliman, Managing Director - Middle East,
Network International




Survey highlights: E-commerce is the engine of growth

EZDubai E-commerce Zone and SME10X partnered to create a survey that
assessed the current state of mind of SMEs when it came to e-commerce
adoption and how they perceived their customer behaviours and
preferences changing in light of the recent crisis. Here are some of the top
themes that emerged:

* Most retail players have already integrated e-commerce as a key pillar
of their growth strategy and businesses that are currently offline are
looking to make the transition to online. The survey reported that
62% of businesses said they are willing to pivot to online to meet their
customer demand and reach a wider audience.

® Emerging out of the crisis, we have seen the e-commerce space

develop and market competition intensify with new entrants in
popular categories such as groceries, baby products and fashion.
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Interestingly, 23% of survey respondents highlighted market
competition as one of their biggest challenges when operating in the
e-commerce space. This was followed by lack of investment/funding
at 14%.

A striking finding was that 84% of respondents expressed that they are
optimistic about the future of e-commerce in the UAE. The good news
coming out of this finding is for businesses that still haven’t ventured
into the online space. With e-commerce still showing signs of promise
and exponential growth, its not too late to enter the market.



cZJOU3AI

E-COMMERCE ZONE

Survey context &
methodology

EZDubai E-commerce Zone is the region’s first
operational e-commerce zone with a focus on
supporting SMEs to create, develop and grow
their online offerings. In partnership with SME10X,
EZDubai has introduced a series of e-commerce
focussed engagements for SMEs - both online and
offline - under its Enabling E-commerce platform.

This survey was introduced to better understand
the growth aspirations, challenges and changing
preferences of SMEs when operating in the
e-commerce space. The survey questionnaire was
prepared carefully to capture the current sentiment
of the sector. The questionnaire was then shared
with multiple SME networks through EZDubai

and SME10X’s channels. Out of all the survey
responses, a sample size of 100 respondents’ were
pulled out and analysed to present the insights
shared in this report.
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Who participated in the survey and the profile of their businesses FreommEnes zone

Industry sector

ACCOUNTANTS & AUDITORS
BANKING

BUILDING & CONSTRUCTION
CONSULTANTS

ELECTRONICS

FASHION

FOOD & BEVERAGES

GENERAL TRADING
GOVERNMENT ORGANIZATION
HEALTHCARE

INFORMATION TECHNOLOGY (IT)
MANUFACTURING

MEDIA

SERVICES
SHIPPING/TRANSPORT/LOGISTICS
TELECOMMUNICATIONS

TRAVEL

OTHERS*

a 1%
a 1%
@ 1%
Gl 9%
@ 1%
Gl 8%
G 9%
T 207>
@ 1%
Gl 4%
@ummmmn 4%
3%

1%
@aummmmmn 4%
Gl 4%
@& 1%
G 3%
D 22 7,

*This option includes industry sectors that were not listed such as health & fitness, sustainability solutions, solar energy, safety equipment and aviation.
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Who participated in the survey and the profile of their businesses FreommEnes zone

Product categories

BABY PRODUCTS

BEAUTY & PERSONAL CARE
ELECTRONICS

FASHION & LUXURY
FURNITURE & HOME DECOR
GROCERY

OTHERS

Sales channels

INSTORE
OMNICHANNEL
ONLINE

THIRD-PARTY SUPPLIERS

G 4%

G 12 7%

G 8%

Gl 9%

G 1%

G 3%
D 59%

G 26 %

Gl 15%
T 42%
I 18%

Offline vs. online presence

BRICK AND MORTAR
CROSS-BORDER E-COMMERCE
OMNICHANNEL

PURE PLAY E-COMMERCE
OTHERS*

13%
17%
I 14%
Gl 26%
LBl

*This option represents categories not listed such as last-mile operators and drop and ship solutions.
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Section 1: Understanding customer behavior

Q.1. Do you find that your customers are making more
purchases online since the pandemic?

12%

16%

72%

H Yes H No H Notsure
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Q.2. In light of the current situation, do you think your customers

prefer to make a purchase from a purpose-first business?

36%

57%

7%

H Yes H No H Not sure

11
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Q.3. How has your customer’s preference evolved post-pandemic based on
the following factors?

a. Amount spent online

LESS SPENDING (D 58 7%
MORE SPENDING (D 58 %
NO CHANGE IN SPENDING (D 4%
NOT SURE (I 20%

b. Digital payments

MORE COD PAYMENTS (D 11%
MORE PREPAID/ONLINE PAYMENTS (> 46%
NO CHANGE G 19%
NOT SURE @ 24%

c. Essentials vs. non-essentials

BUYING MORE ESSENTIAL GOODS 49%
BUYING MORE NON-ESSENTIAL GOODS 11%
NO CHANGE @ 18%
NOT SURE e 23%
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Q.4. Do you customers prefer to use their mobile
devices/smartphones for transactions?

12%

12%

76%

B Yes H No H Notsure
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Q.5. If your business currently doesn’t have an online presence, are Q.6. Do you offer the option of online payments
you looking to pivot online to reach a wider audience? to your customers?

59% 41%

62%

Q.7. Are you working with a payment provider to
facilitate online payments?

H Yes H No H Not sure

55%

45%
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Q.8. What is the biggest challenge your business currently faces
when selling online?

custoMer ACQuIsITION G 15%
INABILITY TO REACH THE RIGHT PARTNERS D 3%
DIGITAL & PERFORMANCE MARKETING (D 9%
LACK OF CUSTOMER CONFIDENCE & TRUST (D 8%
LACK OF INVESTMENT OR FUNDING (I 14%
MARKET COMPETITION (e 23%
ONLINE/CONTACTLESS PAYMENT (D 7%
PRIONG (D 8%
WEB DEVELOPMENT & OTHER TECHNOLOGICAL BARRIERS (D 9%
OTHERS (D 4%

2020 Dubai South SME e-commerce Survey - Summary Report 16



Section 3: The future
of e-commerce



Section 3: The future of e-commerce =Z)JOU3SAI

E-COMMERCE ZONE

Q.9. Are you optimistic about the future of e-commerce
in the region within your industry vertical?

8%

4%
84%

M Yes H No B Can'tsay
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46% 49%

of businesses find that their customers report that their customers are cite their customers buying more believe their customer prefer to
are making more purchases online opting for more prepaid/online essential goods post-pandemic. mobile devices/smartphones for
since the pandemic. payments post-pandemic. their transactions.

believe thatin light of the current of businesses are willing to pivot to are optimistic about the future of cite web development/technological
situation customers to prefer to make a online to reach a wider audience. e-commerce within their industry in barriers as one of their biggest
purchase from a purpose-first business. the region. challenges.
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Support Partners
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