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Wat is Comeos?  Algemeen. 
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Comeos is de stem van de georganiseerde handel en diensten 
Brede beroepsvereniging 

600 leden verspreid over maar liefst 18 sectoren 
Van Food over DIY tot Fashion, zowel offline als online 
Verenigen (sectorwerking) – vertegenwoordigen (lobby) – versterken (informatie en 
advies) 

Belang van de handel 
90.000 winkels  
Dagelijks 2 miljoen klanten 
40 % huishoud-budget naar handel 

Grootste privéwerkgever in de privé-sector 
Detail- en groothandel vertegenwoordigen 17 percent van de totale werkgelegenheid 
Hotels en restaurantsector 5 procent van de totale werkgelegenheid 
11.000 extra banen in periode 2008 – 2011 (crisisjaren!) 

 

 

 

Bronnen: « Economische doorlichting van de handel » 16 mei 2013 van prof. Jozef Konings (KULeuven) en  

« De distributiesector en de impact ervan op de prijzen in het eurogebied » 2011 van de Nationale Bank van België 
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Enkele Comeos-leden 

http://www.belgiqueloisirs.be/
http://www.amway.be/


Enkele Fashion-leden 

http://www.charles-voegele.be/home
http://www.google.be/url?sa=i&rct=j&q=logo+beeline+retail&source=images&cd=&cad=rja&docid=fKylTbyQwiamVM&tbnid=3jbVPzKpg_W7VM:&ved=0CAUQjRw&url=http://be.fashionjobs.com/emploi/Sales-assistant-,910465.html&ei=ySAaUdK3Fuay0QW7_IDgBA&bvm=bv.42261806,d.d2k&psig=AFQjCNGhCTcucqjmLrSYpcpqY4tVM7hRXQ&ust=1360753203138833
http://www.okaidi.fr/


Wie is Pieter? 
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Head of e-commerce at Comeos in Belgium 
Loopbaan 

• KPMG 

• Accenture 

Financieel-economisch profiel 

• Handelswetenschappen 

• Handelsdidactiek 

Gezin 

• Getrouwd 

• 3 kinderen 

http://www.linkedin.com/pub/pieter-van-bastelaere-vandenberghe/54/836/899
https://twitter.com/pieterenco
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E-commerce in Belgium 

E-COMMERCE IN 

BELGIUM 



KISS. 

E-commerce in Belgium 



#1 

E-commerce in Belgium 

Of the Belgian population has ever made 

an online purchase 

52% 52% 

2011 2012 

59% 

2013 

61% 

2014 

Ever purchased 

online 



#2 

E-commerce in Belgium 

2011 2012 2013 2014 

Spending more 

compared to last year 

17% 16% 

24% 

28% 



#3 

E-commerce in Belgium 

2011 2012 2013 2014 

Monthly 

Purchases 

29% 29% 

36% 38% 



#4 

E-commerce in Belgium 

2011 2012 2013 2014 

Spending more 

than 100€ 

43% 45% 47% 
50% 



#5 

E-commerce in Belgium 

2011 2012 2013 2014 

Buying behavior 
Equally new as replacement 

27% 
29% 

32% 33% 



E-commerce in Belgium 

61 % has ever made an online purchase 

28 % spending more compared to last year 

50 % spending more than 100 EUR 

38 % monthly purchases 

Key take-aways 

33 % replacement buying 
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67% 

66% 

55% 

53% 

18-27 

28-43 

44-59 

60+ 

E-commerce experience 
Penetration (profile) 

 

 

Q: Have you ever bought new products or services via the Internet for personal purposes? We refer to ordering new not second-hand products or services via an e-commerce website of a 

company not via e-mail.)? 

Sign. difference (95%) 

2012 2011 
Gender 

Language 

Age 

Income 

55% 

50% 

56% 

48% 

57% 

59% 

49% 

42% 

50% 

57% 

60% 

56% 

48% 

53% 

46% 

59% 

58% 

45% 

43% 

48% 

57% 

73% 

N = 1905 / F = None 

2013 

62% 

56% 

61% 

55% 

60% 

62% 

56% 

55% 

58% 

66% 

72% 

64% 

56% 

Dutch 

French 

65% 

57% 

Male 

Female 

57% 

67% 

70% 

Less than  € 2500  

€ 2500 - € 3500 

more than  € 3500 



Q: How much did you spend online in the past month? 

€ 130 

€ 163 

2011 2012 

€ 170 

2013 

€ 161 

2014 

*Filter: No // datacleaning applied by removing extreme outliers 



19 
Online purchases 
Current purchase new products 

 

 

Sign. difference (95%) 

N = 1062 / F = None 

Q: Which new products or services did you buy via the Internet (for personal purposes) in the past 12 

months? 

Fashion 

Books 

Electronic appliances 

Entertainment 

Telecom 

Health & Beauty 

Interior 

Nutrition 

Sports 

DIY 

Other 

Toys 

49% 
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49% 

40% 

32% 

31% 

29% 

22% 

22% 

22% 

20% 

19% 

18% 

17% 

15% 

14% 

12% 

10% 

10% 

10% 

9% 

7% 

7% 

6% 

4% 

3% 

3% 

12% 

Clothing / shoes 

Hotel / Overnight stay 

Books 

Event tickets 

Boat, plane or train tickets 

Personal care products 

CD / DVD / Blu-ray / Games 

Computer, hardware and software 

Electronic appliances 

Toys 

Bank products eg. current account, savings account, investment 

Household appliances 

Telecom 

Fun fair tickets 

Pharmaceutical products 

Digital music 

Sports products 

Furniture and home decoration 

DIY and garden products 

Travel assistance or cancellation insurance 

Food 

Films or TV series in digital format 

Prepared food 

Cars, motorbikes, bicycles 

Other insurances eg fire insurance, car insurance, life insurance, pension insurance 

Other 

Online purchases 
Current purchase new products 

 

 

Sign. difference (95%) 

N = 996 / F = None 

Q: Which new products or services did you buy via the Internet (for personal purposes) in the past 12 

months? 

Fashion 

Books 

Electronic appliances 

Entertainment 

Telecom 

Health & Beauty 

Interior 

Food 

Sports 

DIY 

Other 

Toys 

Financial 
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41% 

41% 

38% 

36% 

30% 

26% 

22% 

15% 

15% 

14% 

12% 

4% 

Because it saves time 

Because I can find products and services at lower 
prices 

Because it gets delivered to my door 

Because I'm able to shop 24 hours a day 

Because I get access to special discounts, 
promotions... 

Because I have a wider selection of 
products/services online 

Because I can compare and review different 
products/services 

Because there is more product information online 

Because I avoid crowds 

Because I can see whether items are in stock 

Because I get access to products/services that 
aren't available in my country 

Other reason 

Sector Focus 
Drivers for E-commerce - Evolutions 

 

 

Q: What are the 3 main reasons why you bought this product online? 

F = Have bought before 

PERCEIVED AS IMPORTANT 

% CONSUMERS WHO INDICATE THIS AS A TOP 3 DRIVER  

Time & Convenience 

Money 

Purchase Management 
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Sector Focus 
Payment method - Evolutions 

Q: How did you pay for it? 

 

TRANSACTION PAYMENT METHOD 

N = 54 up to 454 per sector/ F = Have bought before 

41% 

23% 

12% 

12% 

3% 

2% 

1% 

1% 

0% 

0% 

3% 

0% 

Online  – Credit card (Visa, MasterCard, American  
Express...) 

Online  – Bank card (Bancontact/Mister Cash) 

Offline  – Bank transfer 

Online  – PayPal 

Offline  – By card (credit card, bank card, Proton) at  
the point of sale 

Offline  – Cash at the point of sale 

Offline  – By card (credit card, bank card, Proton) at  
the door 

Offline  – Cash at the door 

Offline  – Cheque 

Offline  – SMS payment 

Online  – Other 

Offline  – Other 
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Online payments 
Credit card, bank card or Paypal 

69% 73% 74% 76% 

2011 2012 2013 2014 

E-commerce in Belgium 
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Sector Focus 
Delivery preference - Evolutions  

 

Sign. difference (95%) 

Q: How do you prefer your online purchases ‘product sector’ to be delivered? 

 

DELIVER PLACE 

N = 54 up to 454 per sector/ F = Have bought before 

69% 

15% 

8% 

4% 

1% 

2% 

2% 

Home delivery 

Pick-up at a pick-up point 

Pick-up at the shop 

Delivery at work 

Pick-up in a locker (sealed container to be 
opened with a code) 

Other 

Does not matter to me 
0

%
1

0
%

2
0

%
3

0
%

4
0

%
5

0
%

6
0

%

2011

2012

2013

2014
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0% 10% 20% 30% 40% 50%

Sector Focus 
Delivery price - Evolutions 

Q: How much are you willing to pay for the delivery of the ‘product’ you buy online? 

 

COST OF DELIVERY 

N = 54 up to 454 per sector/ F = Have bought before 

30% 

15% 

33% 

2% 

21% 

Gratis 

Less than  € 4,00 

€ 4,00 till  € 7,50 

€ 7,50 till  € 10,00 

More than  € 10,00 
0

%
1

0
%

2
0

%
3

0
%

4
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%
5

0
%

6
0

%

2011

2012

2013

2014



Website  

satisfaction  

remains very high! 

On average 86%  

of the visitors  

is pleased. 

E-commerce in Belgium 



85 

KISS. 

E-commerce in Belgium 

% tend to buy 

products / 

services on the 

internet in the 
future. 

http://www.google.be/url?sa=i&rct=j&q=evolution&source=images&cd=&cad=rja&docid=qTztMPMdG_Ct4M&tbnid=CWL6pC_P1fcI_M:&ved=0CAUQjRw&url=http://marccortez.com/2012/04/21/forced-choices-evolution/&ei=mouwUaPEOYmc0AXYm4HACw&bvm=bv.47534661,d.ZG4&psig=AFQjCNETtZOFSoVOfwRyBOlxnhG0EXQ6Ig&ust=1370610895743718


85% 
37% 

48% 

13% 

1% 

1% 



Purchase intention for the coming 12 months is higher than the 

purchases made in the past 12 months. E-commerce growth will 

thus continue. 

E-commerce in Belgium 

0% 10% 20% 30% 40% 50% 60% 70%

Clothing / shoes

Hotel / Overnight stay

Books

Event tickets

Boat, plane or train tickets

Personal care products

CD / DVD / Blu-ray / Games

Computer, hardware and software

Electronic appliances

Toys

Household appliances

Telecom

Fun fair tickets

Pharmaceutical products

Digital music

Sports products

Furniture and home decoration

DIY and garden products

Food

Films or TV series in digital format

Prepared food

Cars, motorbikes, bicycles

Other



Entire report on www.comeos.be  

21.04.15 - 30 

Detailed information on e-commerce in Belgium 
Content: 

E-commerce experience, penetration and profile 

E-commerce barriers and current online shopping and spending behaviour 

E-commerce frequence, evolution budget and amounts 

Substitution offline purchases and future intention to buy, trends 

Information search, drivers for e-commerce, satisfaction rates 

Payment methods, delivery preference, time and price 

E-commerce trust and attitude 

Fraud exposure, types and handling 

  klik op ‘publicaties’ (rechtsboven)  

      en vervolgens op ‘e-commerce’ in het menu (linksonder)  
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De concurrentiële handicaps 

21.04.15 - 32 

Opzetten 
webshop 

•Loonkost 

•Gekwali-
ficeerd 
personeel 

Product 

•Product-
veiligheid 

Klant 

•Taksen en 
accijnzen 

•Btw-
tarieven 

•Internet-
toegang en 
-tarieven 
 

Betaling 

•Online 
betaal-
platform 

Levering 

•Parcel 
Delivery 

•Online 
veiligheid 

•Sociale 
flexibiliteit 

Na-
verkoop 

•Terugname-
plicht 

•Alternatieve 
geschillen-
bemid-
deling 



14-18: de drie scenario’s 

Drie 
scenario’s 

Niets 
verandert: 

36.197 banen 
kwijt 

België op 
niveau 

buurlanden 
België: 

europees 
centrum voor 
e-commerce 

21.04.15 - 33 



• De structurele problemen van de 
handel worden bij e-commerce 
uitvergroot. De overheid moet 
erkennen dat dit een 
maatschappelijke uitdaging is, waarbij 
36.197 jobs op de helling staan. 

• Sociaal: loonkost moet dalen, meer 
flexibiliteit nodig. Vooral in logistiek 
(lagere lonen) zijn inspanningen 
mogelijk die ons sterker maken tgo de 
buurlanden 

• De btw moet naar het niveau van de 
omliggende landen komen 

Maak van België  
het e-commerce-centrum van Europa 

• Flankerende maatregelen die online 
handel stimuleren en beschermen: 

Liberalisering post beter begeleiden: 
meer concurrentie 

Bescherming handelaars en klanten 
tegen cybercriminaliteit 

Volg Europese regels rond milieu, 
taksen, verplichtingen,… 

• Speel onze troeven uit: 

Meertalig 

Productief 

Sterk handelslandschap 

Logistiek profiel  indien mobiliteit 
wordt aangepakt! 

 21.04.15 - 34 



Comeos – de machtigste  
beroepsfederatie op vlak van e-commerce 

21.04.15 - 35 



Comeos – de machtigste beroepsfederatie op vlak 
van e-commerce 

21.04.15 - 36 
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Workshops @ Comeos 

21.04.15 - 38 

Gekoppeld aan e-commerce in België 
Diverse thema’s 
• Online marketing 
• Online logistiek 

E-fulfilment 
E-warehousing (e-DC) 
Pick, pack & ship 

• Integratie back-office en front-office 
• Digitale strategie 
• … 

Praktisch 
• 30 deelnemers maximum (interactiviteit) 
• Gratis voor leden van Comeos 

 



Trainingen @ Comeos 

21.04.15 - 39 

Gekoppeld aan e-commerce in België 

Diverse thema’s 

• Juridische zaken (light en advanced) => 29.05.2015 (zie stand!) 

• Fiscale zaken (light en advanced) 

• Search Engine Optimization (SEO) 

• Social selling 

• Social policy 

• ... 

Praktisch 

• Meestal gratis voor leden van Comeos 

 



Online e-commerce tools @ Comeos 

21.04.15 - 40 

Thema’s van de modelcontracten 
• Escrowovereenkomst  
• Dienst Niveau Overeenkomst  
• Algemene Voorwaarden B2B en B2C  
• Privacy Policy  
• Overeenkomst Ontwikkeling en Onderhoud Website  
• Online Wedstrijdreglement  
• Disclaimers E-mail  
• Reclameovereenkomst Bannering  
• Logistieke Overeenkomst  
Praktisch 
• Reeds aangepast aan de nieuwe wetgeving die op 31 mei 2014 in werking trad! 
• Zowel in het FR als in het NL 
• 24/7 beschikbaar via onze members-only website 
• Extra (juridisch) advies beschikbaar via onze Service Desk 

 



Summer Happening @ Comeos 

21.04.15 - 41 

Gekoppeld aan e-commerce in België 

Inhoudelijk programma 

• Voorstelling van onze grote e-commercestudie  

• Verschillende voorprogramma’s 

Praktisch 

• 12 juni 2015 – reeds voor de vijfde keer ! 

• Paar honderd handelaars aanwezig, hét e-commerce event van België 

• Inclusief heerlijke luxebarbecue 

 



Winter Congress @ Comeos 

21.04.15 - 42 

Gekoppeld aan e-commerce in België 

Inhoudelijk programma 

• Twitter, Facebook, YouTube, Google, … 

• Exclusieve cijfers van Ingenico 

Praktisch 

• 29 januari 2016 – toplocatie MAS in Antwerpen 

• Enige e-commerce event van België met top % retailers waarvan meer 
dan 1/3de C-level 

• Inclusief sterrenchef en sommelière 

 



https://twitter.com/pieterenco

