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ONERETAIL: CREATING VALUE  
FOR CUSTOMERS AND PARTNERS 

Unique customer experience  
through seamless integration  
of online and offline channels

Structural changes in purchasing behavior during  
the pandemic

In 2020, people’s lives changed as a result of the spread of the novel 
coronavirus infection COVID-19, which, in turn, had an impact on retail.  
The pandemic accelerated a number of consumer trends, the most 
important of which was the digitalization of the shopping process:  

• Appliances and electronics became essential goods. Throughout 2020, people 
around the world set up workplaces at home; they also looked to innovation to 
help them find new ways to spend their leisure time in changed circumstances. 
Devices became an integral part of everyone’s life, having a qualitative impact 
on their work and downtime. People are spending more time at home and are 
more demanding of the devices that surround them as well as of everyday 
items in general.

• Considerable growth in online shopping penetration. Amid the COVID-19 
pandemic, many customers became active online shoppers, and they 
remained committed to online shopping even after formal restrictions on  
in-store shopping were lifted. At the same time, in certain segments—for 
example, electronics—the ability to test a device and the availability  
of expert assistance and related services continue to play an important role 
in the selection and purchase. 

• Further complicating the customer journey. Shoppers use both online channels 
and brick-and-mortar stores in the process of selecting items and making 
purchases. 

• Delivery. Delivery methods are being developed, and customers are 
demanding options that enable them to receive their purchases as 
quickly as possible.

• Secure online payment. There has been a shift in favor of payment by 
credit card or contactless payment through a mobile app using a QR 
code or link.

• Mobile first. With the increasing penetration of online shopping into retail, 
the smartphone has become the main shopping channel.  

The key to creating a seamless shopping experience has been the 
development of IT systems and logistics, which have made it possible to 
qualitatively improve speed and delivery and installation services, making 
the shopping experience as convenient and secure as possible. These trends 
are fully in line with the Group’s long-term vision, which was developed long 
before the pandemic. Therefore, our hybrid sales model — the smartphone 
became the focal point of our sales model in an organic way — our extensive 
network of stores and our logistics infrastructure are a solid foundation for 
the development of a seamless and highly personalized customer experience 
online and offline.

85%
OF THOSE PURCHASING APPLIANCES AND ELECTRONICS  
INTERACT WITH BRICK-AND-MORTAR STORES IN ONE WAY 
OR ANOTHER1

Search offline – 
purchase offline12% 12%

15% 15%

OFFLINE

ONLINE

Search online –  
purchase online

  Search      Purchase

Share of customers in Russia using both offline 
and online before making a purchase1

Search online and offline –  
purchase offline

Search online and offline – 
purchase online

37%

36%

73%

1  aCCording To The sTudy of Consumer behavior in The marKeT of household applianCes and eleCTroniCs, ConduCTed by irC llC  
in 16 CiTies wiTh a populaTion of more Than 500 Thousand people. base: buyers who made a purChase on The Ce marKeT in The previous  
six monThs, men and women, aged 18—55. daTa was ColleCTed beTween marCh and november 2020.
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M.Video–Eldorado Group’s response is further 
integration between online and offline channels  
based on a mobile platform

Providing the best service at each of these stages requires the ability to 
identify the customer at any point of contact with the seller and to have an 
in-depth understanding of the shopper’s needs at every stage of the journey.

To solve these problems, the Group is developing its own proprietary 
technological platform, OneRetail, which brings together the sales 
consultant’s mobile app with that of the customer along with the websites 
of the Company’s retail networks. The solution makes it possible to 
identify customers at the stage when they are searching for items and 
making a selection regardless of whether the contact occurs online or at 
a store. OneRetail’s architecture relies on back-end systems that enable 
us to leverage customer profile data and correlate it with a full range of 

internal data, from logistics and assortment information to promotions 
and personalized offers. Based on data analytics, customers receive 
personal offers, recommendations and other information in their app or 
during authorization through the consultant app at a store, which can 
prompt a potential customer to make a new purchase, and our advanced 
logistics solutions and the range of additional services available within the 
hybrid model help maximize the number of customer journeys that end in a 
purchase. OneRetail shoppers, by which we mean customers who have logged 
in and made at least one purchase during the year through the web platform 
or the mobile platform, which includes the customer app and the consultant 
app, have a higher average ticket thanks to the convenient purchase process 
and personalization. 

85%
MID-TERM

FULFILLMENT

TRANSACTION

DISCOVERY & CHOICE

As the boundaries between online and offline retail are blurring, competition 
for customers requires an increasingly complex approach. With the goal of 
creating a better shopping experience, the Group has identified three key 
stages in the customer journey: 

Customer  
app

Consultant   
app Website

The number of OneRetail customers increased by 79%  
in 2020; the average ticket was RUB 11,732, 31% higher 

than the average for non-OneRetail customers.

The share of OneRetail transactions in the Group’s total transactions reached 
42%, and we plan to increase it to 85% in the medium term.

OneRetail

transactions  
share
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MOBILE PLATFORM

The M.Video–Eldorado mobile platform, combining 
customer and consultant apps, represents the next step 
in the digital transformation of the Group’s business, 
aimed at creating a unique, unified experience at all 
points of interaction between the Company and its 
customers. 

Customer  
App

PERSONAL CLIENT 
ACCOUNT WITH ORDER 

HISTORY
SMART SEARCH  
IN FULL CATALOGUE

PERSONAL  
OFFERS

PROMOTIONS 
AND BONUSES

CREDIT  
OFFER

CHAT SUPPORT

ONLINE 
PAYMENTS

UNDERSTANDING  
OF CUSTOMER 
PREFERENCES

PERSONALIZED  
OFFERS  

AND PROMOS

ACCESS TO ENDLESS 
SHELF ACROSS ALL 

STORES

FOLLOW-UP OF  
ONERETAIL BASKET  
TO CUSTOMER APP

ONERETAIL ORDERS,  
SEAMLESS CONNECTION  

WITH THE CLIENT

Consultant  
AppThe consultant app makes it possible to authorize the buyer at  

a store at the stage of consultation and product selection, to get 
a complete picture of the customer and also to see all possible 
solutions in terms of goods and services that can be offered 
thanks to: 

• Access to the customer’s order history;

• An understanding of customer preferences;

• Awareness of possible personalized offers and promotions;

• The sales consultant’s access to the so-called endless shelf—
the Company’s complete assortment, including the vendor 
catalogue and marketplace; 

• The ability to make a customer’s OneRetail shopping cart 
accessible in the customer app.

The customer app gives our customers access to a wide range  
of tools to enrich their shopping experience: 

• Access to our complete assortment and to a smart adaptive 
search engine;

• Generation of personalized offers and conditions;

• Notification about promotions and bonuses;

• The ability to pay for purchases online;

• Access to a credit platform;

• Access to support resources.
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Key changes to the consultant app in 2020

In 2020, as part of further development of OneRetail, we introduced  
a single shopping cart—the ability for the consultant app and the customer 
app to interact. The OneRetail shopping cart has been implemented 100%— 
a customer’s shopping cart can be created in the consultant app, and 
the customer can continue the purchase process for the items in the cart 
either on the website or in the customer app at any time. The process of 
completing orders based on our best price guarantee was simplified, and 
a free-delivery option was added. Also, personal recommendations based 
on data science were introduced; a service was launched that sends sales 
receipts to the customer’s phone number, as was a personal collections 
service for the seller (simplifies operations involving the catalogue and the 
forwarding of a OneRetail shopping cart without reservations).

The service, which is available through our mobile apps, is in high demand 
among customers, and the mobile platform’s performance has generally 
exceeded our expectations. In 18 months since its launch in 2019, 100% 
of M.Video stores, or about 50% of all Group stores, have already been 
connected to the platform. 

During 2020, the share of sales  
through our mobile platform increased  

by almost 2.5x and now accounts  
for about 31% of GMV.

 
Our aspiration: completing all purchases through our mobile 
platform 

Currently, the M.Video–Eldorado mobile platform is the most powerful 
element in our toolkit, and we will continue to work to ensure that as many 
of our customers as possible switch to using it. Our efforts will focus on 
the following strategic initiatives, which will further enhance the customer 
experience that we offer:

• the formation of fully customized and personalized offers (for more on 
this, see the section “Technology for business” on page 57);

• creation of a single shopping cart;

• improved ordering options. 

Creating a single shopping cart  
One of the strategic directions for the further development of the 
customer experience is the creation of a single shopping cart. OneRetail 
technologies make it possible to combine all points of purchase:  
the website, the customer app and the consultant app. At the center  
of this process is the single shopping cart. This solution is a cart that  
the customer can fill and change using any interface of their choice—at 
a store or online—at any time when searching for and selecting items. 
The creation of the single shopping cart is an extremely important step 
in terms of maintaining a high level of satisfaction among the Group’s 
customers.

Improving ordering options
Decisions on how to pay for purchases are an important part of the 
customer experience. With respect to shopping carts, our aim is to improve 
customers’ ability to pay at any touchpoint so that every cart results in 
a completed order regardless of the customer’s location and payment 
preferences.

To this end, we are constantly expanding the payment and credit processing 
options available to our customers. As one example, we plan to set pre-
approved credit limits for every identified customer so that they can purchase 
goods on credit or in installments as quickly and easily as with any regular 
purchase. This also applies to virtual credit cards and instant credit accounts.

FASTER PAYMENTS SYSTEM

PAYMENT VIA CHAT

PAYMENT WITH CONNECTED CARD

LOANS AT ANY TRANSACTION POINT

USE OF PREAPPROVED CREDIT LIMITS

Enhance checkout experience via 
new payment options
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DEVELOPMENT OF COMPREHENSIVE  
CUSTOMER SERVICE

In the context of the pandemic and ongoing restrictions, one of the Group’s 
important focal points in 2020 was the development of comprehensive 
customer service, which involved both the launch of new solutions and tools 
and the development of existing ones.

Digital consultations are an important step  
in the development of our mobile platform.

We continue to develop digital consultations for our customers through 
various channels, including chats with consultants, digital in-store 
consultations, video consultations, chatbot communication and others. 
We plan to double the number of transactions carried out using digital 
consultations from 8.7 million in 2020 to more than 16 million in the medium 
term.

A breakthrough solution that was launched last year and that has been 
enjoying a great response from our customers is video consultations with 
experts from our stores. Using the mobile app on their smartphone or our 
website, the customer, regardless of their own location, can get advice 
through a video consultation with the expert they need. An expert from 
M.Video identifies the customer in their own app, where they can see their 
search history, profile and available discounts. Based on the information 
in the customer’s profile, our artificial intelligence will suggest a suitable 
model, services and accessories, and the consultant will be able to explain 
in detail the advantages of a particular product, as well as offer related 
products and services. The experience from last year proved the high  
degree of efficacy of this tool: online customers who communicated with  
a consultant and received a personal offer were more likely to complete  
a purchase.
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Delivery and Installation 

We strive to meet the needs of our customers not only when they are looking 
for something they need but also after they purchase it. Our service for the 
delivery and installation of large household appliances is one of our major  
competitive advantages; this service is provided both through our own resources  
(a team of more than 500 specialists) and with the help of partners—of which  
there were more than 150 in 2020. These services are in high demand among 
Group customers. Last year, we completed about 5 million deliveries of 
household appliances purchased at our retail network stores. Our installation 
service was used about 463 thousand times last year—in other words, 
installation was ordered for about 10% of deliveries. Installation takes place in 
strict accordance with European service standards. Revenue from installation 
services reached RUB 1 billion in 2020.

Credit purchases and cashless payments 

One of M.Video–Eldorado Group’s competitive advantages is its innovative 
consumer lending platform that enables customers to buy goods on credit 
both at Group stores and online, including through the mobile platform. 

The ability to purchase consumer electronics by installments or on credit 
enjoys considerable demand among shoppers in Russia. In 2020, credit 
purchases accounted for 17% of the Group’s sales. We are convinced 
that we will be able to continue to improve these results by automating 
processes and expanding our partner network. 

Thanks to the availability of online credit services,  
the percentage of loan applications approved  
is growing considerably: it reached 65% online— 

and 80% offline—as of the end of December 2020. 

At the same time, the number of online loan applications increased by 19% 
over the year. The application and approval procedure takes only a few 
minutes, which was made possible due to both the constant improvement 
of the system itself and the increase in the number of banks processing an 
application at the same time.

As of the end of 2020, nine banks  
and three microcredit organizations were operating 

through the Group’s lending platform. 

 
Since 2020, the ability to pay for goods in installments has also been a 
standard option for our customers at all points of contact with them.

The Group is also developing tools for non-cash and contactless payments for 
purchases and aims to reduce cash payments to a minimum over the next few 
years. The share of contactless payments for home delivery reached 60% in 
2020. Last year, the Group also continued working on the development of  
a pilot project to pay for retail purchases using dynamic QR codes through  
the Faster Payments System. 

INSTALLATION SERVICES IN ACCORDANCE  
WITH EU SERVICE STANDARDS

OWN BRANDED INSTALLATION SERVICE

Differentiated fulfillment qualification

Major Domestic 
Appliances delivery 

capabilities 

Installation

INSTALLATION SERVICE IS ESSENTIAL FOR PURCHASES 
OF COMPLEX CE PRODUCTS

PAYMENTS VIA DYNAMIC QR CODES 
One of the first pilots launched in Russia with VTB Bank 
(Moscow stores)

INSTALLMENT PAYMENTS

CREDIT BROKER PLATFORM AVAILABLE BOTH ONLINE AND 
OFFLINE, INCL. MOBILE PLATFORM

Platform selects appropriate banks

Very short application form  
(8 form fields) and approval time

80%
approval rate in offline

65%
approval rate in online  
(in Dec 2020)
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Additional technical and digital services  

An important part of serving our customers is offering them the possibility 
of obtaining additional technical and digital services from consultants 
working in stores. After purchasing digital equipment, for example, our 
consultants can help with the selection and installation of protective films 
for device screens, and also with setting up and installing any necessary 
software and applications. 

Insurance
The household appliances and electronics that our customers buy are often 
capital purchases. In this regard, it is natural to provide insurance services 
for purchased goods. The Group offers a wide range of insurance programs 
for household goods, health, travel, etc. In 2020, about 700 thousand 
insurance plans were sold. 

Processing
Very often, after buying new appliances, customers want to know if they can 
recycle their old ones. Not only have we developed a solution to this problem, 
but we did it in a very environmentally friendly way. M.Video–Eldorado Group 
launched the first program in Russia for the recycling of household appliances, 
thus giving them a second life. The program has already been rolled out in  
17 regions across Russia; since its launch, more than 1,000 tons of electronics 
have been processed. The Group intends to continue rolling out the program, 
increasing its regional coverage to 100% by 2024.

Installation 

• Installation on a turnkey basis

• ~0.5 mln installations per year (~10% of all deliveries)

Credit platform 

• 12 partners offering (9 banks)

• Credit availability online via 10-minute application process

Certificates 

• Expanded conditions for returns  
(30 days vs. 14 days by law)

• Quick service—repair or exchange in 72h 

Insurance 

• Wide range of insurance programs: goods, home,  
health, travel, car, pet

• ~700k insurance plans sold per year

Recycling 

• Russia’s first project for the recycling of electronics

• 1 kt of electronics recycled per year

In-store assembly and digital services 

• Adhesive screen protectors 

• Settings and software/apps installation for devices
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M.Video mobile app 

Since we launched a fully functional mobile app that enables users to make 
purchases online, access the product catalogue, etc., we have seen an 
upward trend in customers’ use of and demand for the app. The M.Video app 
was downloaded over 7.1 million times last year. Mobile devices running on  
the Android operating system account for 66% of installations; iOS, 34%.  
The core of the app’s users are aged 18 to 46, are interested in technology 
and innovation, are active users of social media and instant messaging 
apps, and are used to using apps on a frequent basis. The M.Video app  
is one of the highest-rated apps in its category. In the Google Play store, 
the rating from customers is 4.7; in the App Store, it’s 4.5.

Eldorado mobile app 

In December, the Eldorado brand launched a mobile app for Android and 
iOS that enables users to make purchases for delivery or to place orders 
inside stores, as well as to receive personal promo offers, up-to-date 
reviews of new products and to manage their bonus account. With the 
help of geolocation, customers can find the nearest store on a map as well 
as a complete list of retail outlets in the city, along with their addresses, 
opening hours and other information for convenient online ordering. The app 
is also useful at stores: shoppers can scan the barcode on a price tag and 
get detailed information about the product’s features and price without 
contacting a consultant.

The most popular sections are available on the home page: personal 
account, bonus balance, current promotions, products of the day, previously 
viewed items and popular items, order status, “EldoPlay” and “EldoTube” 
videos, as well as a product search function. When searching, the user’s 
search history and recommendations based on predictive analytics are 
active.

Members of the Eldoradosti loyalty program get quick access to the main 
features in the mobile app: checking their available points, spending bonus 
points, operation details, complete information about their balance and 
bonus types.

7.8 mln installations
M.VIDEO AND ELDORADO MOBILE APPS  
(A 5.5X INCREASE FROM THE PREVIOUS YEAR)

2 mln
AVERAGE NUMBER OF MONTHLY ACTIVE USERS (MAUs) 

74 mln
AVERAGE MONTHLY VISITS TO GROUP WEBSITES  
(INCREASE BY 29% YEAR-ON-YEAR)

Brand web platforms 

The brands’ web platforms, like the mobile apps, are an important element 
of the Group’s OneRetail technology stack, through which the Company 
aims to provide a seamless online and in-store customer journey with 
convenient smartphone access to all products and services. In Q4 2020, 
M.Video redesigned its website, which was the first step in updating its 
digital platforms. In the updated version of the site, the visual concept 
was completely changed, making the key pages on the customer journey 
more user-friendly. During the first stage, changes were made to the home 
page, the catalogue—including its structure—and product cards. To improve 
usability, the width of the site was increased, the number of banners on the 
slider of the home page was reduced, and a section with vertical banners 
was added that will soon be animated in the same way that the stories 
function works. The most popular promotions and products are listed 
beneath the advanced search box. In the header, the list of stores, contact 
information, delivery information and the M.Club loyalty program were made 
more prominent, as was the link to M.Mag, a hub with useful content about 
appliances and electronics. Significant changes were also made to our 
product cards: the change to a three-column desktop display enables users 
to get a better idea of what products actually look like. 
 

As a result of the redesign, search engine speed  
and indexing improved, and improvements were made  
in a number of other business and technical metrics.
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RETAIL NETWORK 

What M.Video and Eldorado stores give our customers

• Our stores are an extension of our online presence and an integral  
part of the OneRetail infrastructure. Their role is changing: they also offer  
a space for inventory, enabling a rapid response to online purchases;  
they are a technology showroom and a space for customer consultations, 
as before—but this is also online now—and an interactive warehouse for 
those who want to minimize communication. Despite the restrictions 
during the lockdown period, the Group’s stores played an important role 
in the growth in online sales. In 2020, our customers placed and picked up 
about 90% of orders at stores.

• Additional traffic and brand awareness. In 2020, our stores were visited 
over 238 million times. 

• Customer experience. Taking into account the specifics of the goods 
available, people visit stores to get advice and to make purchases. 
According to research prepared by IRC LLC,1 73% of consumers used 
the offline- and online channels before making a purchase in 2020, while 
only 15% of all shoppers made a purchase exclusively online without any 
interaction with traditional channels—that is, 85% of those purchasing 
appliances and electronics interact with brick-and-mortar stores in one 
way or another.1

• Additional services and related products. Stores help us sell services  
and goods in higher-margin categories, as well as related products. 
Often, customers are not ready to make an expensive purchase blindly 
and prefer to first look at the product in person and consult with in-store 
experts.

• M.Video–Eldorado stores are a showcase for our vendors, which helps 
each of our partners build long-term relationships with customers. 

More than 90% of orders were completed  
using store infrastructure, which is the most  

cost-effective solution for the Group. 

Retail security technologies  

Last April, the Group switched entirely to an online platform and revised the 
operation of its stores. During the period of major restrictions, the Group’s 
stores operated in different formats, depending on the restrictions in force 
in each specific region. 

During the lockdown in Russia, more than 90% of the 
Group’s stores continued to operate in various formats. 

With the gradual easing of restrictions, beginning in June 2020, the Group 
announced the restart of retail in a new format in selected regions. First of 
all, there were changes to payment methods—now all in-store operations  
are available online and in a contactless form. It is now possible to pay for 
in-store purchases without going to a checkout counter—customers just 
need to use their smartphone to click on a link they get from the sales 
consultant. Loan processing and sales consultations are also possible 
without direct contact with staff. Contactless payment terminals are 
available in all Group stores. Additional contactless payment terminals have 
been installed in the shopping area at the 250 largest M.Video and Eldorado 
stores.

+77%
GROWTH IN PICKUP ORDERS

The next important innovation was to enable M.Video customers—and also 
Eldorado customers following the launch of the Eldorado app—to use the 
mobile app to scan QR codes on price tags in stores to instantly receive 
complete product information. In addition, a number of services were 
launched to expand opportunities for customers to receive purchases 
without visiting stores:

• a mobile sales assistant—delivery of purchases by store employees;

• order pickup in the parking lot of a store or shopping center;

• delivery of orders from a store by taxi within two hours;

• delivery to partner pickup points;

• contactless exchange and return (request a courier to one’s home through 
an online form);

• stores functioning as pickup points (the stores’ only function is to fulfill 
online orders);

• the opening of “islands” and “corners” outside stores at shopping centers;

• partner pickup points (about 55,000 pickup points in partner networks as of 
the end of 2020).

When paying on the website or through the app, customers received a 5% 
discount on their order. The Company extended the period for the return or 
exchange of functioning products—all purchases at M.Video and Eldorado, 
including online orders, could be returned or exchanged within 60 days 
(instead of the standard 14 days stipulated by law); non-functioning products 
could be returned or exchanged within 30 days of purchase, thus encouraging 
people to stay at home during the public health emergency without worrying 
about their purchases. 

The Company also automatically extended those orders that had already 
been issued for pickup from stores and paid for but that were not received 
for some reason. This initiative was aimed at enabling people to plan a 
convenient time to pick up their purchase and to do so without contact.

M.Video and Eldorado employees undergo daily temperature checks both 
before the start of their shift and during the day; they wear masks and gloves 
at work. Markings have been added to the sales area of stores; antiseptics 
and personal protective equipment are available for shoppers. Cleaning and 
disinfection of all surfaces in stores is carried out every three hours, and  
the air is disinfected. Store employees and management also receive regular 
training on compliance with measures aimed at preventing the spread of 
infection. Stores also provide regular audio and video information on available 
safeguards.

1  aCCording To The sTudy of Consumer behavior in The marKeT of household applianCes and eleCTroniCs, ConduCTed by irC llC  
in 16 CiTies wiTh a populaTion of more Than 500 Thousand people. base: buyers who made a purChase on The Ce marKeT in The previous  
six monThs, men and women, aged 18—55. daTa was ColleCTed beTween marCh and november 2020.

505
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2020 

2019 354

342 113

64 20

50 

+00% — y-o-y growth

In-store Pickup Delivery

90%

95%

 77%  155%

GMV split by fulfillment channel FY2020, RUB bln
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M.VIDEO–ELDORADO 
RETAIL FORMATS

M.Video stores 

We identify the target audience of our M.Video stores as customers seeking 
medium to premium price products and complementary services who are 
willing to pay a premium for a superior customer experience and place a high 
value on technology and customer service. M.Video stores are located mainly 
in larger cities in prime locations with high consumer traffic, such as in large 
shopping centers, often as an anchor store of the center.

Eldorado stores

Eldorado stores’ target audience is characterized as customers seeking 
mass-market and medium price segment products whose preferences tend 
to favor cost savings and optimize price value. Eldorado store customers 
also value simplicity in shopping and the proximity of stores to the customer. 
Eldorado stores are mainly located in cities with populations  
of more than 50,000.

Over the next three years,  
we plan to open more than 500 new stores,  

including the Eldorado 250 format.

 

Eldorado 250  

The Eldorado 250 format comprises compact stores with floor space of 
250–500 square meters and offering an extensive range of appliances and 
electronic goods via an online catalogue. The stores are located primarily 
in small and medium-sized towns. The new format will help Eldorado enter 
more than 100 new towns over the next three years and strengthen the 
brand’s position in existing locales. Integration of the online platform and 
stores, rapid delivery and after-sales service will help the brand to boost 
its online sales. Indeed, online sales have tripled in towns where we offer 
this store format, due mainly to the convenient option of collecting online 
orders. Meanwhile, unlike most order-collection points, these stores will 
offer the most popular items for customer collection within 15 minutes. 

To help simplify the operating model, our next pilot project will be Eldorado-
Express stores. These will comprise an average floor space of 50 square 
meters, and will focus on click & collect orders. They will offer a narrower 
range of so-called fast-own goods, which is one of the key aspects of 
Eldorado’s CVP. Format testing will begin in 2021.

1,600 sq. m.
AVERAGE FLOOR SPACE OF M.VIDEO STORES

Development plans for the M.Video–Eldorado retail network

We plan to continue expanding our logistics platform by opening stores in 
various formats, including small-format stores in small cities. In 2021–2023, 
we plan to open more than 150 stores annually, about half of which will be 
in our new format, Eldorado 250. Thus, we plan to open more than 500 new 
stores in total over the next three years and add more than 100 new cities  
to our coverage area.

Shops in the Eldorado 250 format  
will help the Group to enter more than 

100 new cities over the next three years.
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LOYALTY PROGRAMS  
AND CUSTOMER SATISFACTION

Loyalty programs

Our goal is to develop an extensive base of loyal and engaged customers. 
A cohort analysis of our customers shows that we are able to keep 
approximately 30% of our clients active even after a lapse of five years. 
This helps us constantly increase the share of sales generated by our  
loyal customer base: as of the end of 2020, this indicator was 68%,  
which was 23 percentage points higher than five years ago. These 
dynamics are reflected in the Group’s results.

M.Video brand loyalty program—  
M.Club: the maximum for members

One of the program’s main conditions is that bonus rubles will remain valid 
indefinitely upon the performance of any action in the user’s bonus account 
every six months. 

Updated in 2019, the M.Club loyalty program operates digitally, as customers 
use virtual cards linked to their personal mobile phone number. In the context 
of the strict lockdown restrictions in force and the increased demand for 
online orders, the fact that the card is digital has had a positive effect on 
the use of the card. The bonus card can also be added to any of the digital 
wallets available in various ecosystems (e.g., Apple Wallet, Google Pay, etc.).

In 2020, M.Video launched a new channel for communication with customers—  
mobile push notifications, thanks to which our users were the first to learn 
about ongoing promotions and offers.

Eldorado loyalty program

The Eldorado bonus program works on a similar basis. Program participants 
receive from 3% to 30% of the cost of each purchased product or service in 
the form of bonus points in their personal accounts. Bonus points can be used 
to pay for up to 50% of the cost of a subsequent purchase in stores or on the 
eldorado.ru website. The bonus card is also available in virtual form and can 
be linked to the customer’s digital wallet. Upon registration in the Eldoradosti 
loyalty program, the customer receives a gift of bonus points.

Last year, both Eldorado and M.Video took a particularly sensitive approach 
to initiatives for their customers in order to make interaction with them even 
simpler and more convenient. Both brands extended the lifespan of bonus 
points for all customers during the lockdown period.

68%
SHARE OF SALES GENERATED BY OUR LOYAL CUSTOMER BASE

30%
OF OUR CLIENTS ACTIVE EVEN AFTER A LAPSE OF FIVE YEARS

GET 3% CASH BACK FOR ANY PURCHASES AND UP TO 25% 
FOR PERSONAL OFFERS

USE EACH ACCUMULATED BONUS RUBLE TO PAY FOR 
PURCHASES AT M.VIDEO

UP TO 50% PAYMENT FOR PURCHASES AT M.VIDEO WITH  
BONUS RUBLES

Strong retention profile

2020  

2019

2018

2017

2016

2015

67%

64%

59%

54%

45%

Sales growth from existing customers Sales from new customers

68%

1 daTa for m.video (wiThouT eldorado) inCluding idenTified CusTomers only.

Customer retention by cohorts1 (%)
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Customer satisfaction

The M.Video and Eldorado brands are constantly working to improve 
customer loyalty, which is also something they measure. The main indicator 
of customer loyalty that the Group uses is net promoter score (NPS), which 
measures shoppers’ willingness to recommend a retailer or a particular store 
as a preferred place to buy consumer electronics.

Our main goal is to turn unauthorized  
casual shoppers into loyal customers  

who are devoted to the Group’s brand.

According to the marketing research conducted by LLC “M&P ANALYTICS”  
in 20201, M.Video and Eldorado brands enjoy a high level of customer loyalty. 
Compared to 2019, the Net Promoter Score (NPS) for M.Video customers 
continued its upward trend and reached 86% (+2 p.p.). The NPS for Eldorado 
customers showed a more dynamic growth over the past year and reached 
73% (+6 p.p.). This success is based on the following factors:

60

2017 2018 2019 2020

80

100

73%
77%

84% 86%

A FIRST-CLASS CUSTOMER OFFER

A HIGH LEVEL OF SERVICE BOLSTERED BY  
OUR MOBILE PLATFORM

ATTRACTIVE AND RECOGNIZABLE BRANDS

A PROFESSIONAL TEAM FOCUSED ON CUSTOMER NEEDS

50

2018 2019 2020

60

70

80

73%

67%

59%

M.Video net promoter score1 (%) 

Eldorado net promoter score1 (%)

1 aCCording To m&p analyTiCs llC. due To The unfavorable epidemiologiCal siTuaTion, only one survey session was ConduCT ed in 2020  
(in The 1sT quarTer of 2020).
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   St. Petersburg

 Nizhny Novgorod

   Yekaterinburg

   Novosibirsk

   Vladivostok

   Kazan

   Moscow and (2х)

   Rostov-on-Don

ORDER FULFILLMENT: 
SPEED AND EFFICIENCY  
AT EVERY STEP

Order fulfillment, which includes the processes involved in storing goods  
and delivering them to customers after an order is placed, plays a critical  
role in the success of a retail business. With consumers’ increasing desire  
to receive goods “here and now,” the speed and precision of delivery,  
as well as the availability of appliances in stores, are becoming key factors  
in the competition for customers. 

Thanks to our advanced logistics platform and expansive retail network, 
investments in which have exceeded RUB 150 billion, we already offer 
unsurpassed delivery and pickup services throughout most of Russia. 
As of December 2020, 60% of the country’s population was covered by  
stock availability within 24 hours.  
 

At the same time, products that account for 34%  
of the Group’s GMV, are available for pickup  
within 15 minutes after an order is placed—  
a result that is unmatched in Russian retail.

Our infrastructure for the storage, distribution and delivery of goods 
throughout the entire territory of Russia includes more than 1 million square 
meters of fulfillment area. The most important element of this infrastructure 
is the M.Video and Eldorado store networks, which account for 540 thousand 
square meters of warehouse space and about 46% of the Group’s inventory. 
The density of the retail network greatly increases the availability of goods 
and the speed of delivery in regions outside Moscow and St. Petersburg. 
Taking into account the expansive size of Russia, the Group considers the 
fact that it has stores located in every region of the country to be its most 
important competitive advantage over marketplaces and other online players. 

>150 RUB bln
INVESTED IN STORES AND LOGISTICS 
INFRASTRUCTURE SINCE 1993

~540 km2

WAREHOUSING AREA IN 1,074 STORES

~480 km2

WAREHOUSING AREA  
IN 9 DISTRIBUTION CENTERS

~83 km2

WAREHOUSING AREA IN 58 MINI REGIONAL 
DISTRIBUTION CENTERS

85%
24-HOUR STOCK AVAILABILITY

67%
OF ONLINE ORDERS PICKED UP

43%
46%
Inventory storage

Stores

Distribution centers

Regional distribution centers10%

Distribution centers

Regional distribution centers 

Stores

—
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Further development of logistics and fulfillment is a key element of our 
strategy aimed at doubling business volumes by 2025. We have set for 
ourselves the goal of increasing the share of goods available for delivery  
or pickup within 15 minutes to more than 50% of GMV.

Strategic goal:  
increase the share of orders available  

within 15 minutes to >50% of GMV.

To achieve this goal, the Group will focus on the following areas:

• Expansion of the logistics system, including by opening new stores.  
The Group plans to open more than 500 stores and expand into more 
than 100 new cities, which will make it possible to offer same-day stock 
availability to up to 70% of the Russian population. Implementation of 
these plans will include the development of the small format Eldorado 
250, which demonstrated success in 2020.

• Further improvements in last-mile speed and service quality. We plan 
to expand cooperation with operators of pickup points and develop 
partnerships with courier services. In addition, the Group will invest in 
real-time order tracking services.

• Improving inventory and transportation management, including through 
the use of machine learning algorithms. Innovation and AI-based solutions 
will enable us to allocate inventory more precisely, to make better use of 
warehouse capacity and to automate a considerable portion of storage 
and delivery processes.

The Group continues to develop a mixed logistics model using both 
outsourcing and in-house resources. Our unified logistics infrastructure 
supports both brands—M.Video and Eldorado—in every region where the Group 
operates, which increases the flexibility of our business model and enables us 
to take advantage of the full effect of economies of scale. 

In 2020, the Group’s logistics function successfully passed a COVID-19 stress 
test. Our multisite logistics network and high level of business digitalization 
made it possible to quickly switch to a remote procurement and distribution 
management process and to move our network of stores to flexible 
operations (see “2020 Performance Highlights,” page 18). In addition, the 
Group quickly restructured delivery processes and entered into a number of 
important partnerships to launch express delivery using taxi operators.  
As a result, we were able to drive sales growth in the face of heightened 
health and safety requirements and a tripling of home delivery orders.

Storage and distribution of goods

The storage and distribution system includes retail stores, large central 
distribution centers in Moscow and Russian regions (an assortment of  
10–21 thousand items) and smaller multiplatform warehouse centers  
(with an assortment of up to 10 thousand items).

M.Video and Eldorado stores  
in 279 Russian cities

of inventory

• Storage of small household appliances and  
digital devices

• Distribution of online and offline orders  
to buyers and couriers

• Presentation of equipment samples  
in showcases

200 Russian regions

Central distribution warehouses 

of inventory

• Concentration of all goods purchased by the  
Group from over 300 suppliers in a total area  
of 250 thousand square meters

• Distribution of goods to stores and regional 
multiplatforms

Moscow (2), St. Petersburg, Novosibirsk, 
Kazan, Rostov-on-Don, Yekaterinburg,  
Nizhny Novgorod, Vladivostok

Regional multiplatforms 

of inventory

• Storage of large household appliances

• Delivery of goods to stores and customers  
within a radius of 150–200 kilometers

Large and medium-sized cities in various 
regions of Russia (Novorossiysk, Tyumen, 
Irkutsk, Ulyanovsk, Yakutsk, etc., including  
a new warehouse in Murmansk)

1,074

9

58

46%

43%

11%

Description and functionality GeographyFacilities

In 2020, despite pandemic-related restrictions, the Group successfully 
implemented a large-scale project to transform its distribution system. 
The assortment in distribution warehouses in regions outside Moscow and 
St. Petersburg was expanded 2x–3x to 10–14 thousand items, which greatly 
improved the availability of the Group’s products outside Russia’s largest cities. 
At the same time, we continued to open multiplatforms (small distribution 
centers) in less accessible cities, particularly in the north of Russia.

Group distribution network as of December 31, 2020 
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Distribution of inventory

Every year, more than 50 thousand vehicles transport goods from more than 
300 suppliers to the Group’s nine central distribution warehouses. From there, 
appliances and electronics are transported to regional warehouses and to 
M.Video and Eldorado stores throughout Russia. 

In 2020, the Group began using the SAP Yard Logistics system, which enables 
us to arrange and monitor the movement of transport from suppliers to all 
distribution warehouses, and also to automate work planning at all sites.  
Next year, the system will also cover shipments leaving warehouses.

In 2020, our endless shelf project underwent considerable development: now 
orders are executed without storing goods at Group warehouses—they are 
shipped directly from suppliers’ warehouses instead. In connection with the 
further development of the project and the launch of marketplace sales, we 
are planning to open a specialized warehouse in 2021 to handle such goods.

Stores are an increasingly important  
element of order fulfillment 

Every store in the network is also used as a storage center for 
inventory available for pickup or delivery by courier. Thus, stores 
support online sales in their region and greatly reduce the costs 
involved in developing the logistics infrastructure. The standard 
product mix for one M.Video or Eldorado store includes 8–9 thousand 
items, depending on the size, geographic location and specifics of 
the outlet (up to 10 thousand items in cities with a large number of 
stores). Our assortment of less-in-demand products, which exceeds 
22 thousand items, is stored in central warehouses in Moscow or  
at the supplier’s warehouse.

Transportation
The focus of the Group’s transport logistics is the constant improvement  
of delivery times for the entire range of household appliances and electronics. 

All long-haul shipments are carried out by Group counterparties. The choice 
of transport service providers, including for long-haul transport and home 
delivery of goods to customers, is based on tender procedures. For those 
products that customers cannot get within the available assortment in a 
particular city, the Group speeds up delivery by shipping consolidated cargo 
from central warehouses, while also using cross-docking technologies.  
 
Since 2020, the Group has been using daily cross-docking shipments between 
all its distribution warehouses to move its exclusive assortment along with 
customer orders to remote communities located a long distance from cities 
with a population of over 1 million. For expedited delivery of goods to remote 
regions, the Group also uses air transportation. 
 

Group logistics in 2020 in figures

1 inCluding parTner Taxi serviCes.

>5 mln
DELIVERIES TO CUSTOMERS

>98%
OF DELIVERIES MADE ON TIME

55 thousand
PARTNER PICKUP POINTS

85% 
OF ONLINE ORDERS AVAILABLE WITHIN 24 HOURS AFTER CHECKOUT

>3.2 mln cubic meters 
OF CARGO TRANSPORTED OVER THE YEAR

1 mln sq. m.
FULFILLMENT AREA 

67%
OF CUSTOMERS PICK UP ONLINE ORDERS THEMSELVES

TYPE OF TRANSPORT NUMBER OF TRIPS

Road transport 58,092 

Rail transport 1,708 

Air transport 9,226 

Consolidated cargo 10,865 

Group transportation
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Last mile: delivery and pickup
We are also partnering with the major Russian food and FMCG retailing 
chain Pyaterochka (X5 Retail Group), as well as Russian Post, whose service 
networks provide us with pickup points for our customers. This allows our 
customers to pick up their purchases on the go. Our network of partner 
pickup points and parcel lockers across Russia include more than 55,000 
locations.

Home delivery is provided by Group partners. In 2020, M.Video–Eldorado 
increased its total deliveries to 5.4 million, up from 3.2 million in 2019. 
Moreover, more than 98% of deliveries were on time. During the year,  
the Group launched an express delivery service for digital equipment  
and household appliances weighing up to 20 kilograms through its partner 
services Yandex Taxi and Gett Delivery. In 2020, a total of some 400 
thousand deliveries were made by taxi. 

In Moscow and a number of large cities in Russia with a population of over 
1 million people, standard home delivery is possible the same day. In other 
cities where the Group has stores, more than 90% of goods ordered from 
the assortment available in the city are, as a rule, delivered the next day.  
In some cases, we can schedule delivery the next day or later if the 
customer wishes to purchase a product with specific features.

Digital technologies in logistics

Continuous improvements in efficiency and the digitalization of our inventory 
and transportation management systems are prerequisites for increasing the 
availability of goods for customers and successfully expanding our online business.

M.Video—Eldorado has been investing for many years in state-of-the-art IT 
systems to support logistics; the introduction of most of these systems has 
helped the Group become an industry pioneer and a major source of unique 
expertise in the market.

The Group has a process of end-to-end inventory planning from supplier to store. 
The Group has developed its own planning system that uses mathematical models 
to predict the optimal level of inventory at each stage in the supply chain. Machine 
learning technologies are used to predict the volume of inventory for each store 
based on sales dynamics, seasonality, traffic, promotions and the likely volume of 
goods to be reserved for pickup.

In 2020, the Group became the first company in Russia to start commercial use  
of the SAP Yard Logistics warehouse management solution. Modified specifically 
for M.Video–Eldorado, the solution is helping set up a unified, centralized system 
for managing and monitoring all product flows, increasing the capacity of 
warehouses and the quality of logistics services.

The Group has introduced a system for managing customer data and product 
features that makes it possible to customize recommendations for accessories 
for the main products on our websites and through our mobile apps, to create 
and edit SEO collections to simplify product searches, and to create and highlight 
data indicating differences in the technical features of goods (for example, color, 
memory size, etc.) in order to view them more quickly. In 2020, thanks to updates 
to this system, the Group processed an additional 14 thousand new product cards 
for its endless shelf project. 

The Group is introducing electronic document interchange (EDI) for most of its 
settlements with contractors and service providers to speed up the processing 
and sending of documents, and also to ensure closer monitoring of information 
exchange at all stages of the supply chain. Information exchange in accordance 
with EDI standards was implemented with more than 100 key suppliers, which 
greatly facilitated procurement procedures.

An SAP SRM–based electronic tender platform makes the process of purchasing 
noncommercial services as transparent as possible. In 2019, the Group’s Supply, 
Distribution and Logistics Department held several tenders and entered into 
about 250 new long-term agreements with counterparties in order to improve the 
efficiency of its existing warehouse capacities and reduce transportation costs. 
The Group also continued to develop cooperation with selected partners in 2020.

The Group is developing two aspects of its delivery  
and pickup services: increasing the speed of delivery  

and the number of delivery options available.
 

One of the key projects in this area is the launch of our own proprietary 
app for couriers that is integrated with our websites and our customer 
apps. The app will inform customers about the status of their order in real 
time and adjust the delivery process based on the customer’s schedule. 

As part of the expansion of our last-mile tools, we intend to develop  
new delivery methods, including environmentally friendly delivery services 
on foot or by bike. In this regard, we also plan to launch a new tool:  
a platform that will automatically select the optimal vehicle for each  
order based on the specifications of the items and the terms of the order. 
This technology will reduce errors in the delivery of goods and increase  
our last-mile precision.

The Group also plans to expand its pool of pickup service providers and 
also to continue to improve the quality of these services, as well as 
introduce a digital process for the generation of receipts. 

New proprietary app for couriers

Increases the accuracy of orders, oversight, the transparency 
of E2E delivery and architectural optimisation.

Platform for selecting delivery method 

Offers selection of efficient delivery options and optimises 
the choice of shipment facility.

Everything from everywhere 

Stock from all our stores is available for delivery, with the 
possibility of combining goods from different facilities into 
one basket.

Expanding our network of order collection points 

Expanding our network of collection points through 
partnerships to reach up to 100,000.

Key areas of development of the last mile
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FURTHER DEVELOPMENT OF 
PARTNERSHIPS WITH SUPPLIERS

SUPPLIER PARTNERSHIPS

The Group pays special attention to building trust-based and mutually 
beneficial relationships with all suppliers, since its assortment, the quality 
of its goods and complex solutions are important elements of M.Video–
Eldorado’s business model and have a significant impact on the customer 
experience at the selection stage. Everyone benefits from successful and 
effective cooperation with suppliers: the Group, our partners, our customers 
and the market as a whole. 

According to the study conducted by IRC LLC,1 in 2020 85% of consumers 
used brick-and-mortar stores to select appliances and electronics. 
Thus, the hybrid/omnichannel model is better suited to the needs of today’s 
shoppers, and it gives suppliers an opportunity to demonstrate the most 
complex features of their products and innovations, which is extremely 
important for manufacturers. The Group, together with suppliers, is 
constantly working to find and promote new ways to interact with customers. 
In 2020, the Group launched new services, including video consultations with 
promotional staff inside stores, and continued to promote brands online as 
well as partner promotions on third-party platforms.

In 2020, the coronavirus pandemic had a major impact on the nature of 
supplier relations. The majority of the key changes and challenges were 
related to supply restrictions due to the introduction of lockdowns and 
other restrictive measures affecting production. Given the fact that the 
Group is the largest retail player in the Russian consumer electronics market, 
relationships with all key suppliers are long-term in nature and are based on 
a joint planning process for confirmed, guaranteed deliveries over a horizon 
of several months. In turn, suppliers maintain an agreed inventory in their 
warehouses. Thanks to all this, the Group was able to minimize the impact of 
the restrictions on the supply chain and quickly adapted to the new business 
environment.

One of the results of adapting to the changed conditions was the 
modification and improvement of the system for evaluating and selecting 
suppliers in terms of the speed of decision-making about the possibility  
of concluding contracts. 

Also in 2020, M.Video–Eldorado Group continued its switch to EDI for 
commercial purchases. To date, the Group has digitalized 80% of its 
commercial procurement transactions. The total monthly number of packages 
of electronic documents exceeded 40 thousand; 85% of incoming documents 
are handled automatically, which reduces the risk of errors in routine 
operations, reduces costs and accelerates payments and financial closure.

As a result, in 2020 the Group continued to implement initiatives aimed  
at developing strategic partnerships with suppliers and launched a number  
of projects with key counterparties: 
 

• The launch of sales of the exclusive Whirlpool brand;

• The expansion of sales of the WMF brand at key Group points,  
as well as sales at in-store brand zones;

• The transition to an agent model for selective distribution of  
the Kenwood brand;

• The achievement of leading positions in terms of smart household 
devices and smart speakers;

• Implementation of a number of partnerships aimed at expanding 
product content through the Vendor Catalogue 2.0 project and 
the development of non-CE segments, which resulted in a twofold 
increase in the available assortment.

80%
OF COMMERCIAL PROCUREMENT TRANSACTIONS DIGITALIZED  
BY THE GROUP

1 aCCording To a survey of Consumer behavior in The marKeT of household applianCes and eleCTroniCs, ConduCTed by irC llC  
in 16 CiTies wiTh a populaTion of more Than 500 Thousand people. base: buyers who made a purChase in The Ce marKeT in The lasT  
six monThs, men and women, aged 18-55. daTa was ColleCTed beTween marCh and november 2020.
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Our vendor collaboration also extends to joint marketing campaigns

Since our store shelves give our vendors a key point of contact with customers and a place to 
promote their products, they are an important part of the Group’s marketing and advertising 
activities.

There are three key areas in the implementation of joint marketing initiatives with suppliers:  
the arrangement of in-store brand zones, events and media opportunities. 

Vendor collaboration  
is a key element in creating  

a unique customer experience.

M.Video–Eldorado 
Platform

Wide product 
availability

Favorable  
terms

Partnerships  
and initiatives

Competitive  
pricing

Most popular  
assortment

Better in-store 
experience

Joint  
marketing

Vendor  
collaboration

Customer  
loyalty  

and traffic

Collaboration with suppliers has a major impact on the attractiveness  
of the Group’s brands and ensures both the depth and quality of the 
Group’s offer, as well as favorable conditions for purchasing electronics  
at competitive prices due to:

Extensive product availability

Deliveries of the most in-demand and most popular assortment

Partnerships and joint initiatives with suppliers

A better customer experience

In-store  
brand zones Events Media
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M.Video–Eldorado Group is a key partner for  
the world’s largest consumer electronics vendors  
in the Russian market.

To date, the Group has established relationships with more than 300 
suppliers. The largest vendors include global leaders in the household 
appliances and consumer electronics sector such as Samsung, Apple,  
LG, Sony, Huawei, Bosch and others. The assortment presented at M.Video 
and Eldorado accounts for about 73% of all sales in the Russian CE market, 
which is an indication of the successful management of the Group’s product 
portfolio. The Group is a very important partner for major global vendors.

Throughout Samsung’s 30-year history in Russia, we always have 
been passionate about providing our high-quality products and 
services to Russian consumers. This wouldn’t be possible without 
a highly developed retail presence and support. We appreciate 
that M.Video–Eldorado Group has been helping us make this 
possible for 28 years already.

D. H. Kim,  
President of Samsung Electronics CIS

Whirlpool considers the Group a powerful strategic business 
partner. The Group’s strategy to promote the OneRetail mobile 
platform enabled a fast adjustment when stores were closed 
due to the spread of the coronavirus. During this difficult period, 
consumers who could not visit stores were able to place orders 
and receive much-needed products quickly and on time.

 Anton Chumakov,  
General Director, Whirlpool Corporation,  

EMEA (Russia and Asian Republics)

M.Video–Eldorado Group has built a unique business culture in the 
Russian market, combining the best parts of European and Russian 
business practices. The most important ingredient of M.Video–
Eldorado Group’s success is the trust they have earned from 
consumers and their ability and willingness to follow new trends. 
The Group is in a unique position in the world to create a successful 
and exemplary hybrid model combining offline retail with the 
efficiencies and opportunities of online and data-based consumer 
engagement.

 Oguzhan Olmez,  
General Manager, Groupe SEB

While the world is rapidly changing, it’s becoming more vital than 
ever for every vendor to offer a proper customer experience 
both online and offline. HP believes that M.Video–Eldorado’s 
streamlined and solid omnichannel approach, with a seamless 
and transparent offline–online experience for customers, is  
a unique opportunity for vendors to talk to customers and offer 
them a full portfolio of the best products and solutions in the 
most optimal way. 

 Cédric Coutat,  
Head of ISE Personal Systems, HP

Key suppliers’ share of overall sales in the Russian 
Federation attributable to M.Video–Eldorado Group

Supplier #1

Supplier #2

Supplier #3

Supplier #4

Supplier #5

Supplier #6

Supplier #7

29%
25%

49%
61%

24%
43%

24%
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Together with its suppliers, M.Video–Eldorado Group is constantly working to 
expand and improve its assortment by studying its customers’ preferences 
and needs and maintaining high standards in terms of the products it offers.  

 

 
The premium segment accounts for 7% of the Group’s GMV. The Group 
previously identified a trend toward an increase in the gradient between 
products in the first price quartile and premium segment products.  
 
 
At the moment, two consumer trends stand out in the market:

• Goods with a basic set of features are being purchased at low prices.

• Highly functional equipment made of the highest-grade materials is being 
purchased at higher prices. 

To meet the demand for basic household appliances and consumer 
electronics on the part of price-sensitive customers and to create models 
that were previously represented only in high price segments, in 2019 the 
Group began the production and sale of appliances under its own private 
label Hi brand, which is available through its Eldorado network.  

ASSORTMENT MANAGEMENT 

In 2020, the Group introduced mid-price TVs to the Russian market under 
the Novex brand, an M.Video private label. The Group continues to develop 
its own private labels: as of the end of 2020, it was selling more than 150 
models of large and small household appliances under its own private labels. 
In the future, the Group’s private label products may account for up to 15% 
of unit sales in the categories where they are represented.

The premium segment is another area for developing the assortment 
available at Group stores. The household appliances and customer 
electronics industry is one of the most innovative, with new products, 
services and solutions constantly appearing. M.Video–Eldorado Group has 
traditionally been a strong player in the market for innovative premium 
technology, including smart household devices, equipment for remote 
security (such as security cameras), all kinds of household robots, wearable 
devices for health monitoring, etc. At the moment, innovative and premium 
products account for about 21% of the Group’s GMV, and we plan to 
increase it to 27% in the medium term. 

Moreover, the Group is constantly working to develop an ecosystem 
approach to retail, within which M.Video–Eldorado, in addition to its own 
product assortment, offers customers opportunities for promotions 
and events, additional services, accessories and content that greatly 
enrich the customer experience, including the installation of appliances, 
extended insurance and guarantees, digital services for the protection and 
configuration of smartphones and laptops, trade-ins and paid recycling  
of old equipment. 

75 ths SKU
GROUP’S ASSORTMENT 

>11 ths SKUs
EXCLUSIVE SKUs

>14%
GROUP’S ASSORTMENT IS MADE UP OF INNOVATIVE PRODUCTS 
REQUIRING EXPERT SERVICE

~500 ths 
PRODUCT INSTALLATIONS,

  ~10% OF ALL HOME DELIVERIES

~700 ths 
GROUP SOLD INSURANCE POLICIES

~1.9 mln 
CERTIFICATES SOLD DIGITAL

In 2020, M.Video and Eldorado sold 
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MARKETPLACE AND  
VENDOR CATALOGUE  
AS A CATALYST  
FOR FUTURE GROWTH 

In 2020, M.Video–Eldorado Group increased the number 
of products presented through its online platforms and 
stores by 2.5x to more than 75 thousand SKUs thanks to 
the development of its vendor catalogue, endless shelf 
as well as marketplace format. Over the next three years, 
the Company plans to expand its assortment to 250 
thousand items, continuing to focus on and strengthen 
its expertise in household appliances and electronics. 

With goods.ru, M.Video and Eldorado follow a white label format—that is, they 
integrate the necessary product categories and partners on their sites using 
their platform and marketplace solutions. For goods that are placed in the 
online storefront under the goods.ru brand, last-mile arrangements and service 
are provided by goods.ru, and a customer pickup option is also available. 

At the moment, within the framework of integration with goods.ru, more than 
10 thousand items and complementary goods are available to customers in 
250 categories. The Group also works under direct contracts with more than 
100 suppliers: major appliance manufacturers such as Bosch, SEB, Smeg and 

Whirlpool, as well as leading retailers in their segments, such as 220 Volt and 
holodilnik.ru. In the future, the Group plans to connect with Decathlon,  
Koleso.ru, Dochki-Sinochki and a number of other major players. 

Devices sold through the marketplace are marked as “partner goods” on the 
retailers’ websites. M.Video and Eldorado provide logistics, warranties and 
service for merchants’ goods; service for goods sold through the goods.ru 
platform is provided by the partner. If a customer needs to exchange or return 
a purchase, they can contact the network’s stores and follow the standard 
procedures.

The Group’s marketplace will focus on further expanding and deepening the 
range of household appliances and electronics and complementary goods 
and services available, and also maintaining and working with inventory as the 
foundation of its business model. A wider assortment will enable the Group to 
optimize operations with search queries, attract additional traffic and increase 
conversions on its websites.

In addition, M.Video and Eldorado have already been working for several years 
with partners through the vendor catalogue, offering customers individual 
models from the inventory of accredited manufacturers. The online catalogue 
enables shoppers to access both the regular product line and additional 
offers from suppliers. Retail partners are able to display their product 
offerings through the online storefront. In this case, the Group does not 
purchase these goods but can facilitate their sale, delivery and all related 
services for customers. This approach enables the Group’s customers to 
order any appliance model, including rare or exclusive ones, thus expanding 
its assortment without additional risks in terms of working capital, and the 
manufacturer increases sales and can test customer demand for experimental 
models. 

Medium-term plans

Expansion of the assortment up to 250 thousand SKUs through the 
further development of the vendor catalogue and its endless shelf 
project, as well as the launch of its own third-party marketplace 
with a focus on consumer electronics.  

COLLABORATION WITH GOODS.RU: AN END-TO-END 
MARKETPLACE (FULFILLMENT INCLUDES GOODS STORAGE)

DEVELOPMENT OF ITS OWN MARKETPLACE WITH LOGISTICS 
(INCLUDES ONLY LAST-MILE DELIVERY)

VENDOR CATALOGUE: A MARKETPLACE THAT FUNCTIONS  
LIKE A BULLETIN BOARD 

At the moment, M.Video–Eldorado Group is developing 
its marketplace format in three areas: 
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