JILE%t E; |:| *Eﬁiiﬁf_t&&:ﬁ

X | lauralo mEREFRMEE
L+ NREHEREZRFRA  USEARRKTIKEANAEBIIEE - EHBYRKE -

FEERBNZMBEEH IR ZEREN "YRES . - MG - 8EYWARTBEREN 2019 £ - B
ZEDEE 300 B EERRE -

ARECEEEREER - BBEREmE

MIREANBL 206N EREERLZER AREPAERBZEWEER  EEXEHERBEN[
B BIANTHBEEBEHNNAE  £EEANEHSEERNIINZEIEE - "E5EE . B

BERR - BENEEERESRASREERKE  BEENASEET  2RZEHTESG
AAAWEA - FHEEBRIENE - AOEBRKHEABRFITAEZF  BENENEREE
M Mol R R AEE  REANKABEUBRKE ; IEEREBYRXIREINTNER
WRUHEARTBWE - o EEESHRAEESMONEEE - EEBENNERZE  BHEESE
FERAAWEEMY

R E - RMBEEIMINFEETHAGF : Amazon EEMNFE - HE/EIEHENELRE
% " Amazon Locker s WA EBENE - BRI ERHILRFEBEREIMIE - ESNHERRE
EEINEET ; BBERBIF : Google £ 2012 FLL 1,700 =T HE T BufferBox + A48
2014 FERIEREUH 7B ; FIES 2012 FEPERUAESE "EeEREE. - Y%
BIRT - BARETINE - BINEEERN - ElAEEERENTPRLHERKKE -

EREBEESERRED - HARSIREHIS

2% BB SFEYRGIIES - BEIE 3 BRBERNERSERSN - HEEES
HHER - HIOEZNEEBERA—TZE  SANSEEXENBEAZBASIEN T28,
HEREA TR "EEL, - 5/ i B, BRMESEORBEE - HRERS - EF
BENFEMNT  TBASSEE  TERZMAERRK - #FEVIEE  BRSUEREER
2 NEEMESHE BB IRASIEAZHEENERE®R

PR BB S EeERRERRERNEB ? BE—RTE?

BEREEFRENABINRKDRER

BREBESENIITARZEEEA R/ BLNEFRERME B8 -  REZREREHAE -
BEMS  R7YZEANDRAL  @BHTREFXZILSEERTREEEEES - HRE



ZNEEBEEBRRIIFEARTE  EE2BSRHBEEALZNUERESEER | ER - AEHAEI
REBFHNE  IKEABLA 7 BRESEERE - tMEREES KRB - BEoUhiltfo -
YERXABENEESEBNEFEDN - AVREEBFBENEEEZSHBAE - S8UEQ
ARRAEE  REBREF -

EHREEAYBE AL FOE M NS I A B A BB g W i 18
EHEZMERT AN - HEEE - FEIMATS  e&8h5EaE —EERBVERMEE

aE8EM 24 /\BENEE  AMEERNZE  EFERRZE - BHBENE @ 2IEEZHS
18 ? AR - PChome BERBEAZISZHA 7-ELEVEN MERENBESF - WIEVGAERE B
B8 8200 X - RBERFEXRBRMEMN (MIC) BELERER  SEHEE) \ U LER

TEENE/EENR, - HEIRESAWIMEEES 0.5% - LEAIEERIA -

EEEBEAIRIER - 5% - BB a2 EEZENEREE  MENBENESERE -
OBEENR AERNOUEEAENEE - REBERIE TIHRNRE 28 ; R - 85
BEEMNMENGESE - FAEHETSL BERENENBELH - RRESFHERE - ¥
RIRSERBINZRNE ; = EEBEFAEENBEUMUBRINR - ABREEENER

(s -

BFEARENEE - "B NAEEEEFNFER M BNEENEHIEEES
RBABE EZHERHTCBEEEE  NBRFRMIE - BRAFKEAEURREEZNHE
BEENETH -

MIEHRF A - HRBZEESKMEETHS - BELH  BlE—EEMNESERELE - B
T BRFEEBERRLEZSNER AW RBEFERRREREELN R ERE - =ZH#
BEMNKRE ; REA—RINEENEEE (BLEINENARELEY) ) ; BRISEHSAER - 18
BIEPHEDBEE  AERNBAE  BEEURERTHER -

Ipsos UU mEREEHE

Ipsos UU @@= & REEE FETELHRRE - RESEEZHAEIMMER - BENERBER
TRNBER - BAREKEAREREENECMREN - THRRIMARBE F AR
EENEXEFRARMEER - HEEMER  TE€ - HiiREMBREEEFRERRT
NS EE -
BZHEN - FF2%E https://www.ipsos.com/qualitative-solutions

FaH MR R B

TIRARES Jessica Min BIEEZ

02 2701-7278 ext.111 Jessica.min@ipsos.com

mERERINFE Lauralo ZEFH

02 2701-7278 ext.113  Laura.lo@ipsos.com



https://www.ipsos.com/qualitative-solutions
mailto:Jessica.min@ipsos.com
mailto:Laura.lo@ipsos.com

Blue Ocean or Wild Desert? Smart Locker Market in Taiwan

Laura Lo, Senior Research Executive, Ipsos

Background

As the popularity of Double 11 day increases year by year, it has become the hugest shopping carnival
in the world. With the begin of virtual shopping era, we cannot neglect the battles in the logistic market
brought by the E-commerce boom. It was estimated that Taiwan logistic market will reach a scale of 30

billion NT dollars in 2019.

Smart Lockers for Flexibility and Privacy

Logistic companies suffer from nearly 20% of double delivery rate, because residents cannot receive
package when they are not at home, which caused difficult problem. Additional human resources and
double deliveries costs draw attention in both domestic and international self-pickup market, thus lead

to the invention of “smart locker”.

Briefly speaking, when a courier scans the bar code on the package, putting the package inside the
smart locker, the system would send a message to the receiver automatically, so the package could be
picked up by the consumer any time without going through courier or store staff’ hands. It is flexible for
receiver’s time and prevents interactions. Not only cuts down the cost of human resources, but also
protects consumer’s privacy. Even though it was delivered to a residence by a courier, the package could
be re-sent to smart lockers nearby if the receiver is not available. To sum up, the product’s strength lies

in consumer’s privacy and flexibility.

There are successful cases in the international market: For example, Amazon installed big metal lockers-
“Amazon Locker” in convenience stores, grocery stores, and chained pharmacies. People who purchase
online need not to pay additional fee for using and Amazon is still expanding this self-pickup model.
However, failures are also provided: Google took over Bufferbox for 17 million dollars in 2012, but
canceled the service officially in 2014; Sposter (#R3E%3) set up 50 thousand smart express lockers in
Chinain 2012, whose service was free initially. After started to charge, the company could not gain profit

and had become the classic case of business failure in the smart lockers investment boom.

Smart Locker Has Great Potential but Yet to Become Popular

In Taiwan, the smart locker trend started from the beginning of this year, and after Catch Power (1£HY
E) collapsed and being accused fraud in March, retreating from all MRT stations, smart locker market
encountered a big shock. Currently, more than 1000 smart lockers were remained in Taiwan. Palmbox
(E18) has the biggest market share, which cooperates with Family Mart (£ @R JE) and Simple

Mart (32B&%L). Rest of the companies include Industrial Technology Research Institute’s iPickup (L fiff



PR &5 HR L), Chunghwa Post Company’s imailbox (i #%8), and t-cat’s smart self-pick locker (3&3# &5 EY
). The smart lockers are installed in post offices, certain convenience stores, the city hall and many
college campuses. Through observations from social listening and fieldworks, smart lockers did not lead

to many usages or discussions within consumers from the start to the end of the year.

Therefore, is Taiwan a blue ocean for smart lockers? Or a wild desert?

Implementing Employee Training is the First Step

The execution of smart lockers in Taiwan was all sizzle but no steak. First and foremost, according to
Ipsos’s test, overall, besides Palmbox, which puts many efforts in smart locker business, other express
companies in Taiwan are not ready to develop. Most companies are not quite familiar to their own smart
locker business and even suggest consumers not to use them. Besides, internal trainings should be
improved. Couriers do not understand how to manipulate smart lockers, so the usual pattern is
delivering in another day, changing the address, or sending the package to the convenience store
instead. Few smart lockers in the convenience store had been removed quietly and most lockers were

idled, not being operated.

The Main Challenge: Taiwanese Convenience Stores with the Highest Density in the World

Challenges from the consumers is also considerable. Comparing to 2 huge markets-U.S. and China,
Taiwan faces a more difficult development obstacle. The 24-hour convenience store in Taiwan is not
only the best in Asia, but also the world. To what extent is the convenience to pick up in convenience
stores? For example, PCstore cooperates with 7-ELEVEN and FamilyMart, making the number of stores
providing pickup service above 8200. According to MIC’s survey, 80% customers in Taiwan like
convenience store’s pickup service or COD. However, emerging pick up methods such as pickup locker

stands for only 0.5%. There is a huge gap between the former and the latter.

The future of smart locker is skeptical. Firstly, it challenges Taiwan’s consumers’ usage habit. Picking up
in convenience store is fast and convenient- It allows COD and re-sent service when consumers leave
home, serving as the last mile for those who cannot receive. Secondly, smart lockers cannot be
compared to convenience stores which is larger and tenser in number. Whether its market would keep
expanding and form business ecosystem in the future is unknown. Thirdly, smart locker does not provide

COD like convenience store. Furthermore, it does not develop other segment advantages.

Because smart locker is not as convenience as convenience store, privacy is the last niche. However,
although picking up in convenience store may rise consumer’s privacy awareness, most packages were
wrapped properly or avoid showing sensitive item names. Privacy claims are not enough to persuade

Taiwan’s consumers to change their behaviors.

Competition in the market is intense, while more and more companies try to find blue ocean to grasp

the opportunity of creating new innovative ecosystem. Smart locker should develop more features, such



as installed in MRT stations or distant areas based on consumers lifestyle, providing more convenient
services or distinct functions like freeze or huge storage. If not, the smart locker market of Taiwan will
still be limited. For those who want to profit from it, the cost is high and actual effect remains to be

seen.

Ipsos UU is a full service qualitative research firm offering a comprehensive array of highly
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Retail, Technology, Financial Services, and Entertainment sectors.
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