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Highlight innovative
responses by
consumer brands to
the pandemic
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Identify trends in
consumer behavior
driving innovation
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Reflect on themes of
innovation and
opportunities for
consumer brands
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Key takeaways

e Consumer brands have responded to the COVID-19 pandemic by innovating across four different
business axes — product, operations, marketing, and customer experience

e Agile companies changed their ingredient mix in response to consumer demand for health-oriented
products

e Expansion into adjacent offerings and creation of new product categories has helped cater to
changed consumer lifestyle

e Innovators followed their customers and implemented new touchpoints across channels

e Organizations narrowed their focus to core products and repurposed existing resources to “do more
with less”

e Innovative companies showed more empathy in their communications and built brand equity

e First movers adopted digital technology and tools to create safe, seamless and, enjoyable experiences
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Four axes of innovation: product, operations, marketing, and customer experience

Product

8 Products for the season

3 New category and consumer needs
&) New ‘capability’ adjacencies

3 New service formats: DIY kits

) Fill product whitespaces

Operations

(1) Tele-assisted shopping

1] Collaborative selling

-1] Experience on wheels

(1 Direct to consumer channels
(5] Community selling

(1] Process optimization
Become inclusive

Customer experience

(1 Re-designed Zero contact shopping
B3 Virtual after-sales service

Solution selling: Product bundling
Sharp, relevant communication
Re-communicate the digital proposition

Brands featured in the report
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“A piece added or replaced to the product can change it’s
entire purpose”

“>% Product

N#Z] innovation




Tweak ingredients to Create new product
meet the demand for categories based on
immunity boosting altered customer
products needs

Expand offerings to
cater to changed
customer lifestyle



Product innovation

Products for the season: Packaged food companies using immunity-boosting
ingredients to meet consumer need for healthier options

: i Health and wellness Breakfast mixes and
Ready-to-drink Instant mixes
supplements cereals
L
N\Z
ORGANIC
INDIA

Turmeric breakfast
cereal **

Turmeric shots for
instant turmeric latte

Turmeric and aloe
juices

modern

]

Turmeric flavoured
milk

VAHDAM

elebrate Life/
cat

Immuno bread with
turmeric, ginger, etc

Infusion tea bags Ayurvedic Tulsi

drops

p.=

'\” ® ”‘S : . . l
Del Monte) I -
Quality W‘mfs;:;i:\qufﬂm

e s Turmeric protein

2R, . AMAZON . b

ACE and Heart ' powder **
Smart drinks
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Product innovation

Products for the season: Acquiring new customers and up-selling to existing to
cover the immediate need to cover short term health risks

Launched shorter-term, lower priced insurance policy for

éMAX

HEALTH INSURANCE

customers looking for COVID-19 protection

Corona Kavach - Family Health Insurance Plan for Covid-19

A health insurance plan designed to safeguard
you and your family from COVID-19.

[ 2

Cover Available
Up to Rs. 5 lakhs

Pre Existing Diseases

Covers Comorbidities
arising from COVID-19

Family Combination Applicable
Up to 2 Adults & 4
Children

@ Family

Tenure

3.5 months, 6.5 months,

9.5 months

Cover starts from

250,000 - 25 lakh

<&,
COVID-19
Covered*

Home Care Treatment
= Up to Sum Insured

Premium starts from

1039

Do You Or Any Other Member You Are Purchasing This
Policy For Reside With Or Has Resided In Last 21 Days
With A COVID-19 Positive Person 2

OoR

Have You In Last 21 Days Attended Any Gathering OF
Vished Anyone, Where Any Person Was Or Tested,
COVID-19 Posttive After The Event 2

OoR
Has Anyone Visited Your House (Like House Heips,
Deilvery Person, Driver, Cook, Gardener, Cleaning
Person Etc) Tested Positive For COVID-19 In Past 21
Days ?

_

NEXT—

Other brands with similar offerings

® BAJAJ|Allianz @)

Health Insurance for
coronavirus

GENERAL
RELI/ANCE [y

Reasons to choose HDFC ERGO Health
Insurance for Coronavirus

Hospitalisation

r Wids network of cashlass hospitals

Mo room rant capping

@

Immediate claim settlement

#1.1 Crores Happy Customers

e

Oriental

Imnsurance

Corona Rakshak - Individual Health Insurance Paolicy for COVID -15

Benefits

Fight against Coronavirus by * &
securing your health with us. £

Hassle Free
clefm settisment

saliva o dischama frem tha noss whan as infuctad parsan coughs o
ars incraasing rapidy acoss country & varkbeids Currsntly, thars
-19. Al the infected paberts wits Coronavins are been treated in
e £, if you have o comprahensie healh insurance. you can sasly
wvoid the fnancal burden & take com of hospitoizsfion axpacse.

» CORONA RAKSHAK POLICY-ORIENTAL INSURANCE -

“CORONA RAKSHAK POLICY-ORIENTAL INSURANCE"

1. Policy Wordings

2. Customer Information Sheet
3. Salient Features
4. Proposal Form
5. Claim Form A

(To read or print PDF, you will need the Adobe Acrobat Reader, version 4.0 or later,
installed on your computer. This is available free on Adobe's website. )
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Product innovation

New category formation from changing needs: Creating a new product category
(masks in fashion) catering to a new customer need

Medical / functional Formal wear Active wear Luxury / Designer

OV 2N

- .
FABRIC PANDIT PARK AVENUE \( w/
p“m WILDCRAFT )

 Allen Solly
PEE

sire| Honeywell

§<<§>§

CHUMBAK E

\@
asaba
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Product innovation

Expansion into ‘capability’ adjacencies: Expanding product lines and services
based on altered consumer lifestyles

= FURLENCO

& Differeqt Furniture Company

awfis

FIND INSPIRATION

Added 2W rentals to cater to demand for
private transportation

Magicpin started deliveries of groceries
and food from local stores

Launched ‘Awfis@Home’ with a
subscription model for WFH infrastructure

Introducing

Two-wheelers
on Rent!

@ Sanitised & Safe

#RentMonthlyRideSafely

» maglcpm

Someone failed
to deliver?
Well, we don't.

[And, we reward you for it)

Save upto 60% on home-delivery
of groceries & food this Friday,

starting 4pm.

TODAY | 4 PM

awfis

B cxperience

awfis.com
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Product innovation
New service formats: Food service brands are diversifying into alternate formats
(DIY meal kits) to provide customers with the same experience

Other brands with similar offerings

(+)

o

From
“"Pass me the water” to
-_v —
- -— o — I =
' — -— e
K

WRES

~"“Pass me —
o "

the mixers.

You've come a long way.

Th
SOCIAL

a

t
F(E"F::E

2,000+

bottles sold
within one month

REBEL

FOODS

Meal Kits By Faasos

DIY Meal Kits

& \eg Hakka Noodies

Recipe Kit (Serves 2)

DIY Curries

DY Mylapore Vathal Kozambu Cunry - x2-3

Recommended

O}
DY Pasta Kit
800

DIY Meal Kits

DIY Vegetable Biryani Kit - x2
7300
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Product innovation

New service formats: Out-of-the-box service delivery while also demonstrating

empathy

WEDDINGS FROM HOME

w O

DM us your details, ’ Interested?

location, date and
time of wedding.

Just say the word, and we
will get you hitched!

Coronavirus: Indlan wedding Industry
facing uncertain future

£} Free of cost service for arranging
weddings virtually

¥) Innovative solution for people
struggling to postpone their wedding

&) Users can select wedding related
vendors, share e-invite and get a free
wedding video

) Received widespread positive social
and media coverage
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Product innovation

Fill product whitespaces: Digital media players have innovated rapidly

Other brands with similar offerings

s« dailyhunt

Launched a short video app within 7 days of ban on TikTok 0 Launched
’ Moj

Watch on the Go

Become a Star ShareChat

oc‘

India's Best
Short Videos App

Launched
MX Taka Tak

2 8 M + Launched ! 2\l g
gaana HotShots el S~

downloads | -' adeind
In 45 days |
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Product innovation

Fill product whitespaces: Brands rushed to fulfil demand for hygiene products

ap asianpaints

Other brands with similar offerings

-

Launched hand and surface sanitizers to consolidate portfolio
in the hygiene space

CiplaHealth

Improving lives, every day

Cipla

: Kills
T 0,
- (39.94

asianpaints
Viroprotek 200
s T~ inse-f

Zydus WILD

- —
Your family’s safety ‘ @ T =
- - } L
is now in your hands sz | (WD L O
Expert Advisory Regular use WAt L —— | WAND sANITIZER
of sanitizers protects you from “ \ (“)/ T oa=
germs, infection and viruses. /4 \ @, ;
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"Opportunities don't happen, you create them"

Operational
innovations




Reach customers Do more with less
through new channels resources through
to serve them during community and group
tough times selling

Collaborate with other
organizations to
navigate the crisis



Operational innovation

n Tele-call assisted shopping: Telephonic shopping for the less tech-savvy

tMaking India Beautiful

Delivery At Your
Doorstep in

£} Omni-channel experience for the non-tech savvy

Rajasthan
JAIPUR-PINK SQUARE MALL  : 0820677954 [ Salespeople at Big Bazaar turned into distant
JAIPUR-TONK ROAD B4a27s533476 :‘ H . H
JAIPUR-NEW SANGANER ROAD : 9925125014 Q Shoppmg assistants preparing orders
JAIPUR-VAISHALINAGAR ¢ 7340007820
AJMER . 9024871966
SR GANGANAGAR . 8955649044

JODHPUR ¢ 9983127000

. e 250 10,000

% /1 g’
&
S
( > '\.

s
' |

L% stores operationalized orders a day
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Operational innovation

Collaborative selling: Creating reach and availability across channels through

partnerships

K

VAHDAM

wingreens

farms

Partnership with Blue Tokai for sales on online platform

HIGH MOUNTAIN OOLONG TEA

TURMERIC GINGER HERBAL TISANE

Wingreens listed on hyperlocal players including

Swiggy, Zomato

B

The Wingreen Farms Store

QQ  Search for dishes...

| Recommended

Baked Multigrain Flatbreads 5 (TEMS

© PGA Labs
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Operational innovation

Experience on wheels: Brands are taking the experience where the customers are

i

Mobile shops in customer neighborhood offering ITC employed food trucks to act as mobiles stores and
doorstep trials and alteration through nearby stores reach customers in their apartment complexes
A Tcstore
. STORE ON WHEELS

We are just a call away!

© (, 9902444337 itccares@itc.in
To book your slot

AN"T‘W&S Family served
reache 30000+
70 O + and counting

‘ A
[ ] 10%off

on purchase
above 71000

All your favourite ITC products delivered to your apartment

©PGALabs |
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Operational innovation

Direct to consumer channels: Strengthening own channels to build loyalty

through own website

epigamia & Shift from MT retail to direct to consumer

epigamia abaut us r happy Balarce amiatchen Bepigamiazocial

¥ Focus on core, loyal customers

1 epigamia

- - -

= l e &) 20-30% savings on commissions and retailer
[ ] [ -]

-

ﬁzs

20,000+

online orders since May

Other brands with similar offerings
PR w :
FEE-DU . BRITANNIA ﬁf‘m@sa;l(:

© PGA Labs
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Operational innovation

Community selling: Maintaining availability

u) B;gsket ﬂD

Community selling through tie-ups with apartment Launched ‘Trust Shop 2.0’ for deliveries at residential
complexes complexes without any payments

Optimized visits to an apartment complex
Unmanned vending Trusts customers to make payment via

machines e-wallets later
3-4 ¢ ~3

Visits a day Visits a week

© PGA Labs |21



Operational innovation

Process optimization: Operational excellence for safety of customers, and delivery
personnel

SWIGGY B Introduction of contactless deliveries

Old assignment system 3
— — B3 Switched to just-in-time model for

Assignment partner

siiigiodto | assignment of delivery partners
the order
Delivery partner Food is Prepared. Order Is !
St:f::acl'::;tns arrives at the Delivery partner delivered to the

—— s et customer B Reduction in queues and crowding at
S e restaurant partners

New assignment system o
i Delivery partner ? 2 5 /o

Assignment
is assigned late !
Food i Prepared. 3 Reduction in wait time
Delivery partner arrives OrderTs :
Order Restaurant at the restaurant just : ' H
StansCooting s delvered o the ; for delivery partners
| prepared and picks up ustome |
er the order
time Delivery
------------------- > partner
needs to

walt for very
short period
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Operational innovation

4| Becoming inclusive: Providing access to services in remote locations

0 Pay
Nearby

Facilitated withdrawal of DBT funds and cash through its Expanded hyper local discovery and purchase platform
network of banking correspondents ‘BuyNearby’ to pan-India operations
B o ¥dli230 V.4 01230 4Nl
= @ Hill Road, Bandra ~ Q& & Order Status
B.c'|;".n.jra General ?496
Sdatyam General Store Store
P N b & MinOrder 300 (© Delivery in15 mins '
aY ear Y Min Order 2300 ZPMl_j FN
Delivery in 15 mins ® Q  Search for products
Accepts Cosh Only ] o 0 0 o 0
W AT M Flat 10% Discount Shop by Category sgrés loced  Confirmed Dispatched Delivered

"= 1% Bandra General Store [ ]
* B Food & Beverages @ E
(224 Reviews

6 6 @ e e Order 7100 ﬁ ” E %g HE Need help? v
smeRR s AR o = oo
R Rerst e /s uhyg

IN ASSOCIATION WITH

“rai

Leig Orol Care ORDER DELIVERED!

Accepts Cash & Online Payment 100 Teothpaste Teothpowder Mouthwaosh Toothbrush

SuperMart L 4 Ready To Eat Sabzi, Noodles &
- Food & Beverages @ m Farson
| k (114 Reviews)  Open Now
° :;E. Grain, Pulses, Atta, Oil & Ghee
e D VIEW ORDER SUMMARY

8.5 lakh >2 lakh

Transactions per day kiranas equipped with online services
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“Marketing is no longer about the stuff that you make, but
about the stories you tell”

H XY

Marketing and

promotions




Tailor offerings and Build lasting brand
communication to equity through
address new customer empathy and
segments thoughtfulness

Change marketing
messages based on
consumer preferences



Marketing innovation

Solution selling: Bundling similar products to target customer need holistically

_._12'::“"'.:, Other brands with similar offerings
: PATANJALL
Launched 'Immunity Kit’ containing ayurvedic formulations ; Pt o testinsad

like Chyawanprash, Giloy Ghanvati and others Ta—

Boost your family’s immunity with this all in one Divya

DABUR IMMUNITY KIT Cofhildt,

2 &)
ORGANIC MAHARISHI
INDIA —ayurveda—
KEEP YOUR -
M )
IMMUNITY STRONG MUNITY K
WITH ORGANIC INDIA'S
IMMUNITY EOOSTER PACK
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Marketing innovation

Sharp, relevant communication: Renewed focus on health and hygiene benefits of

products

Educating customers on the need for a
hygienic mattress and neem fresche

&K s/eepwell

Ensuring sanitized and safe installation at
the doorstep

#StaySafeWithSleepwell campaign
emphasizing health benefits of sleep

YOU ARE SAFE
WHEN CONFINED AT HOME

But is your mattress hygienic?

Introducing

l_eem freeche

Protects from skin allergie:

and breathing problems” '

B e
@ ME
Sleepwell Mattress with _neer/n fresche| technology

Now at Your Doorstep

Export Sanitized Cashless Exciting
Packaging Transaction Offers

< \'
Give a missed call on

A 9717-544-944

& sieepivell

Staying indoors
is good for health.

So is 8 hours
of sound sleep.

N

All Steepwell mattresses are troated with
neem erSChe Neem Fresche technology to keep you healthy.

© PGA Labs | 27




Marketing innovation

INSTA _
ACCOUNT
INSTANT
EASE

OFPEN AN ACCOUNT
USING AADHAAR AUTHENTICATION

LT STATID »

INSTA
ACCOUNT
INSTANT
BANKING

Z4AXT BANKING WITH
THE YONO APR.

Re-communicate the digital proposition: Leveraging conversational Al bots to focus
on educating customers on digital products

~ EB Conversational marketing on social media and
] digital channels

INSTA 8
ACCOUNT (Jﬁ |
INSTANT - ;
CONVENIENCE — |
L 2 Dedicated campaign focusing on new internet

EXJOY CONTACTLESS BANKING 5 banking features like account opening

WITH THE YONO APP.

500k+

new conversations
on messenger bot

© PGA Labs | 28



“People will forget what you did, but people will never
forget how you made them feel”

Customer

experience

e




Adopt digital
technology to create
safe, seamless and,
enjoyable shopping
experiences

Enable after-sales
service through
channels and self-
service channels

Build trust and
confidence with the
customer



Customer experience innovation

Re-designed zero contact shopping experience: Allowing safe, technology enabled
shopping experience without modifying customer behavior

“Scan & Go” app to ensure contactless shopping and “Reserve and Collect” allowing customers to purchase
payments in-store online and pick-up from the store without any delay

< — || —— ZERO CONTACT

B0 v ARRERI R THANK YOU FOR SHOPPING WITH US
=) | T STORE PICK UP
DELIVERY ITEMS [2] ORDER 1D 03757
20 SEP 2019 18:49
D Canem Board 729 AVOID THE LONG WAIT.
o il RESERVE & COLLECT WITHIN 2 HRS.
\N A BARCODE NAGE QR CODE S S | 2
e DOMYOS 1 €16.99 €16.99
A . ] 10,998.00 KARATE-HANDSCHUHI E ROT
‘ 27
| I”"“ ?rm . DOMYOS 1 €499 @499
/, APPLY VOUCHER CODE > FT1 500A LEGGINGS - BLACK
) = | | R €41.98
PROMISE M Fniayarccil
Your Location RS 2 :
e T ] e
R DSI BRIGADE ROAD @ s AN B ,
o E!
'WM:W - - El
& 2 PROCEED TO CHECKOUT >
Scan the product you like Review your purchase Collect your baggage

or want to buy summary and pay online with digital receipt
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Customer experience innovation

Virtual after-sales service: Remote support, live chat option, technical assistance
through call center and do-it-yourself (DIY) videos

samsung ——

Whatsapp’s live chat support to DIY videos on social media for self- On-call technical assistance to avoid
identify the issues and troubleshoot maintenance of the appliances the limited crowd at service centers

Chat on WhatsApp with Samsung Support &

Apr

erviced due to the lockdown? Don't worry, as we've COUNTER | p COUNTER |
Z 3 e R

solution for you! Check out the video that will help you

Panasonic India @ @Panzsonicindia
Couldn't get your A
got an
S5
t

Type g4 for Bad
Type i) for Very Bad

5 114
Thanks for the feedback. We sincerely

appreciate your insight. STEP 1
Hi iy
:’ehyat::;! gelcome (;]Samsungu BEG'N VV]TH
t ustomer . Our
el yora g TURNING OFF
Tushar has joined the session. TH E POWER
When j6 will get andorid 10 update sir g SOURCE AND LIFTING

THE FRONT PANEL

We are urgely waiting forit .,
Can you please teell -,

Thank you for sharing your concern. | will
do my best to get your issue resolved
efficiently. s

© PGA Labs | 32



Closing thoughts: Four axes of innovation

Product

8 Products for the season

3 New category and consumer needs
&) New ‘capability’ adjacencies

3 New service formats: DIY kits

) Fill product whitespaces

Customer experience

(1 Re-designed Zero contact shopping
B3 Virtual after-sales service

HRX

REBEL

Operations

(1) Tele-assisted shopping

1] Collaborative selling

-1] Experience on wheels

(1 Direct to consumer channels
(5] Community selling

(1] Process optimization
Become inclusive

Solution selling: Product bundling
Sharp, relevant communication
Re-communicate the digital proposition

Brands featured in the report

§ rrmeco  REBE % epigamia & swicey shaadi;  pamasonc
"da“Uh“"t Ot W & steepiiell m Samsung

LMAX =

HHHHHHHHHHHHHHH
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| PRAXIS |
GLOBAL ALLIANCE

Build together. Win together.

i Consumer and Retail How we help our clients

Specific practitioner expertise We have partnered with India's largest consumer brands and have helped shape
winning strategies in the continuously evolving retail landscape

Subrata Siddhanta

Practice Leader

Madhur Singhal Digital Transformation

Practice Leader P Enabling our partners navigate the tectonic digital transformation to

Fashion and Apparels Consumer and Retail deliver growth and operational efficiency

Customer Insight & Brand Loyalty
Measuring and driving improvement in NPS scores and customer

. loyalty through detailed customer insights and proven frameworks
. Samaresh Parida VR < E X

. Practice Leader

’ FMCG & Supply Chain
Management

Aryaman Tandon

Practice Leader .

Ecommerce and Consumer Cos_t _Transformatlon - . .

Internet » Identifying sustainable opportunities for profit improvement by focusing
on strategic cost management

Growth and Scale Up

Nidhi Agarwal Sandeep Zutshi
. ) Growing fast and scaling up by optimizing client offerings, pricing,
Advisor Practice Member promotion, and distribution to the right target
Consumer Goods and Food & Beverages and
Apparels FMCG

Profitability and unit economics
Developing unit economics for any new product / market launch and
driving profitability by operational efficiency

Sahil Mehta Sushman Das
Practice Member Practice Member - Process Re-engineering
Internet brands and Omni- Home and Furniture : Designing and implementing processes based on the principles of

commerce

design thinking to enhance customer experience




Connect with us - We will be happy to share perspectives LJL JLJ

Madhur Singhal

Managing Director, Mumbai
madhur.singhal@praxisga.com
M: +91 908 221 8254

Aryaman Tandon
Director, Gurugram

aryaman.tandon@praxisga.com

T: +91 11 4932 3564

Sahil Mehta

Consultant, Gurugram
Sahil.Mehta@praxisga.com
M: +91 970 215 5111

Disclaimer:

LABS

Vaibhav Tamrakar

Vice President, Bengaluru
vaibhav.tamrakar@praxisga.com
M: +91 962 522 6697

Seema Karwa

Vice President, Gurgaon
seema.karwa@pgalabs.com
M: +91 962 522 6696

For media queries, please contact

Parul Singhh Diksha Bhutani

Head, Marketing and Communications Lead, Marketing and Communications
marketing@praxisga.com marketing@praxisga.com

M: +91 782 794 4926 M: +91 989 999 7679

This material has been prepared by PGA Labs, which is the trade name of Praxian Global Private Limited (“Praxis”) with the intent to showcase our capability and disseminate learnings to potential partners/clients. This material can be referred to
by the viewers on the internet but should be referenced to PGA Labs, if reused or adapted in any form or in any forum. The frameworks, approaches, tools, analysis and opinions are solely Praxis’s intellectual property and are a combination of
collection of best data we could find publicly, and Praxis team’s own experiences and observations.

We make no representation or warranty, express or implied, that such information is accurate or complete, and nothing contained in here can be construed as definitive predictions or forecasts. Before reading further, the Recipient expressly
agrees that this might not address any and all risks and challenges facing Recipient, its business and the markets within which it operates, nor all possible market conditions. No responsibility or liability whatsoever is accepted by any person
including Praxis or its Business partners and affiliates and their respective officers, employees or agents for any errors or omissions in this document.

This document is not complete without an accompanying oral discussion and presentation by Praxis though Praxis is not obligated to do so. Praxis does not have any duty to update or supplement any information in this document. Praxis shall not
be responsible for any loss sustained by any person who relies on this presentation.
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#BuildTogetherWinTogether
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