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The Digital Dominance Benchmark 2020 

The yearly conducted Digital Dominance Benchmark shows the digital competitiveness of brands 
among a peer group of 303 brands across 23 industry sectors.  
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Why Digital Dominance is more 
important than ever! 

The benchmark results of the Digital 
Dominance Benchmark 2020 show that 
pureplay eCommerce brands become even 
stronger followed by retailers with a strong 
developed omnichannel or digital first 
strategy. 

The customer landscape changed dramatically in 
the last years. We saw retail “going discount” with 
Action as a prime example but also the pureplay 
eCommerce taking over with bol.com and Coolblue 
and we saw the traditional retailers becoming true 
omnichannel retailers like H&M and Zara. 

The rising generation of younger, tech-savvy 
Millennial consumers wants low prices coupled 
with next-day delivery, convenience and seamless 
omnichannel experiences connecting in-store and 
online shopping. 

Direct-to-consumer digital brands emerged and 
extended from clicks to bricks, raising the bar for 
in-store shopping experiences. Now, as Generation 
Z enters the market and begins to spend, we are 
seeing that they are bringing again differentiated 
shopping expectations than that of Millennials. 

Knowing and understanding the customer is the 
only way brands will be able to stay in the game. 
Traditional models no longer work as their supply 
chains are too slow and too disconnected with 
personalized experiences modern shoppers seek. 

Privacy regulation will impact the consumer 
experience strongly as well. Brands that can design 
compelling experiences while being compliant will 
have a competitive edge. It mandates that 
companies secure consent from their consumer 
base when it comes to collecting and using data. 

E-commerce and mobile shopping accelerate even 
more with Picnic as the leading example. However, 
in-store retail key growth driver is e-Commerce. 
For years, online-only brands and direct-to-
consumer models competed with in-store retail.  
As more brick-and-mortar stores enable 
consumers to buy online and pick up in store, this 
extension of e-commerce purchase will fuel growth 
in physical stores. 

Sustainability is becoming an emerging consumer 
decision criteria. Once a trendy nice-to-have that 
helped shoppers feel good about a purchase, 
sustainability has moved to the centre of the 
decision-making process for many younger 
shoppers. Shoppers are increasingly considering 
sustainability when making purchases.  

As the Millennial generation came of age, they 
drove the success of fast fashion brands like H&M 
and Zara. Now as they move through life, their 
purchase decisions move from “me” to “we,” 
impacting sectors like home goods, children-wear, 
grocery, and toys. With bankruptcies like Toys R Us 
as a result. 

Looking forward, retailers and brands need to keep 
pace with consumers’ wants and needs. Even 
amidst economic uncertainty, those who are able 
to match their product offerings, sustainability 
practices and seamless, digitized experiences to 
customer expectations will have the greatest 
opportunity to capture market share while 
minimizing costs.  

In this era, the digital dominance of brands and the 
consumer experience are more important than 
ever. 
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The Digital Dominance 
Benchmark 

The Digital Dominance Benchmark, started in 2016 
and has been executed for the fourth consecutive 
year. The benchmark shows the digital 
competitiveness of a brand across different digital 
channels. 

The benchmark pool was increased to 303 brands 
to provide visibility on emerging industries (such as 
Fintech) and industries that traditionally were not 
perceived as digitally strong but are getting 
momentum and challenge the large B2C oriented 
brands.  

Compared to the previous benchmark in 2018, 
many of the Dutch brands have slightly improved 
their digital visibility, but there is still room for 
improvement. The drive to be more digitally 
dominant than the competition remains challenging 
for most brands. If the digitally strong brands do not 
keep digital development as their priority, they are 
surpassed by the competition. 

Even though there was not a single brand this year 
that excelled in all five categories, brands such as 
Bol.com, H&M, Zalando and CoolBlue are the best 
performers in the Netherlands.  

 

 

 

The Digital Dominance Benchmark is conducted 
yearly by Sia Partners. The benchmark assesses 
companies on five different categories: website, 
social channels, online video, SEO (search engine 
optimisation), and apps.  

Within these categories, more than 50 performance 
indicators have been measured and aggregated  
into an overall performance index. 

Some examples of the performance indicators are 
the average number of page visits on a website, the 
percentage growth of the social channels, the use 
and ratings of apps, and search engine components 
such as meta descriptions and broken links. The 
total score per category translates into the total 
Digital Dominance Index, which makes it possible 
to compare the performance of brands, industries, 
and improvement over time. Figure 1 gives an 
overview of the categories and key performance 
indicators used in the research. 

Per industry, the difference between the highest 
and lowest scoring brand (the dispersion) and the 
average scores are provided.  As can be seen, the 
dispersion per industry differs significantly. One 
would expect that the dispersion becomes smaller 
over time. However, this is not the case for every 
industry. This year multiple industries 

 

FIGURE 1: CATEGORIES AND KEY PERFORMANCE INDICATORS USED IN THE RESEARCH 
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demonstrated an increase in their digital 
performance compared to last year’s benchmark. 
Figure 2 visualises the dispersion and average score 
of the total Digital Dominance Index per industry 
compared to the last year: 

• The dispersion of most industries have shifted 
to the right compared to the last year. This is 
an indication that overall there was an 
improvement on digital dominance;  

• The Travel & Booking, Airlines, Telco,  
eCommerce, General Insurance, and 
Cosmetics and Personal Care industries show a 
positive development. The highest scoring 
brands, as well as the lowest scoring brands, 
show improvement of their digital dominance. 
This translates into a shift of the dispersion to 
the right. These industries are making a move 
forward, but there is still room for 
improvement.  

• The Airports, Non-Food Retail, and Kitchen 
Appliances industries show a dispersion that 
shrinks. The lowest scoring brands show 
improvement whereas the highest scoring 
brands show a decline in the score. The brands 
in these industries need to give priority to their 
digital strategy to stay ahead of the 
competition; 

• The dispersion of the Utilities, Employment & 
Recruiting, Retail Banking, and Health 
Insurance industries has increased compared 
to last year. The highest scoring brands scored 

higher and the benchmark includes new 
brands that scored lower; 

Winners and losers 

This year’s benchmark revealed some important 
trends and shifts. In table 1, the highest and the 
average scores of the top three companies per 
industry are given.  

The most remarkable insights are: 

• The difference between the highest scoring 
brand and the lowest scoring brand is 
substantial.  

• The Airlines industry has the highest average 
score and the Food & Beverages industry has 
the lowest average score; 

• The eCommerce industry has the highest 
scoring brand. The highest scoring brand in the 
Kitchen Appliances industry scores slightly 
above the average of all industries.  

• Fintech, Food & Beverages and 
Pharmaceuticals highest scoring brand scores 
slightly below the average of all industries.  

The annex contains a more detailed analysis per 
industry. 

  

 

FIGURE 1: THE AVERAGE SCORE AND DISPERSION PER INDUSTRY 2018/2019 
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The Digital Dominance Award 
On March 19th 2020, the results of the Digital 
Dominance Benchmark will be presented during the 
sixth edition of the Digital Innovation Summit. In 
addition, the “Digital Dominance Awards” will be 
given to the winners per industry. The event will 
take place on March 19th 2020 in Rosarium, 
Amsterdam.  

Those who want to be present at the Digital 
Innovation Summit 2020 can register here. 

The top 3 per sector 

 

 

  

TABLE 1: THE TOP 3, BRANDS, HIGHEST SCORE AND AVERAGE SCORE PER INDUSTRY 

Industry Top 3 per Industry Highest DDI 
Score 2019 

Average DDI 
Score 2019 

Airlines KLM, Ryanair, EasyJet 67% 62% 

Airports Schiphol, Düsseldorf Airport, Eindhoven Airport 64% 47% 

Automotive Mercedes-Benz, Tesla, Volkswagen 57% 52% 

Cosmetics/ Personal Care Rituals, L’Oréal, Aveda 56% 44% 

E-Commerce Bol.com, Zalando, Cool Blue 77% 60% 

Employment & Recruiting Indeed, Randstad, Young Capital 63% 45% 

Fashion H&M, De Bijenkorf, Adidas 71% 50% 

Fintech Tikkie, MoneyYou, Bux 48% 40% 

Food & Beverage Heineken, Tony’s, Campina 43% 35% 

Food Retail AH, Lidl, Jumbo 65% 53% 

General Insurance ANWB, Aegon, Nationale Nederlanden 61% 46% 

Health Insurance De Friesland, Zilverenkruis, VGZ 59% 37% 

Hotel & Leisure Marriott, NH Hotel Group, Ibis 55% 46% 

Kitchen Appliances Bosch, Siemens, Miele 51% 47% 

Luxury Massimo Dutti, Michael Kors, Hugo Boss 64% 50% 

Non-food Retail Ikea, Marktplaats, Hema 66% 54% 

Pharmaceuticals Merck, Janssen, Abbvie 48% 40% 

Public Services Politie, Gemeente Amsterdam, Ministerie van 
Buitenlandse Zaken 56% 46% 

Resources Shell, Akzo Nobel, BP 54% 46% 

Retail Banking ING, Rabobank, ABN-AMRO 68% 55% 

Telco Ziggo, Tele2, T-Mobile 61% 60% 

Travel Booking.com, Tui, NS 70% 54% 

Utilities Eneco, Green Choice, Essent 60% 40% 
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Annex A: Sector Results 

The Airlines, Telco, and eCommerce industries are 
the top three sectors with the highest average 
score.  

Airlines (avg score: 62%) 

The Airlines industry has the highest average DDI 
total index and scores the best in the social media 
and apps categories. In the other categories, they 
score well above the country average. It shows that 
the industry makes good use of its social media 
channels. Twitter, for example, is used as an 
extension of the customer service line and 
Instagram is used to give more insights into the 
industry. However, the industry could invest further 
in online video. 

eCommerce (avg score: 60%) 

The eCommerce industry score above the country 
average and also contains the highest scoring brand 
of this year’s benchmark. There is a significant 
difference between the highest and lowest scoring 
brand. The dispersion in this industry is shifted to 
the right which means that the highest and lowest 
scoring brands scores higher than last year.  
ECommerce also scores the best across industries 
for website and online video. Interesting to mention 
is that bol.com is the overall winner across 
industries. Bol.com and Cool Blue are quite 
dominant on social media. We can conclude that 
the eCommerce industry is improving its digital 
dominance compared to the last year.  

Telco (avg score: 60%) 

The Telco industry scores on average slightly below 
the Airlines industry. Of all considered industries in 
the benchmark, the Telco industry has one of the 
lowest dispersions, together with Airlines and 
Automotive industry. This is an indication of the 
fierce competition among the brands.  Remarkable 
is the absence of KPN in the top 3 of the industry. 
On the other hand, Ziggo, Tele2, and T-Mobile keep 
increasing their digital dominance. The Telco 
industry shows a decrease in the online video 
category but has the highest score for SEO.  

Airports (avg score: 47%) 

The Airports industry shows a significant variance 
between the most important airports for Dutch 
tourists, which contributes to the size of the 

dispersion. This dispersion has decreased in 
comparison to the last year (2018), but there is a  

substantial difference between the highest scoring 
and the lowest scoring airport. On average the 
industry scores below the country average. The 
interesting fact is that Eindhoven Airport was not in 
the top 3 of the last year but did make it to this 
year’s top 3. The highest scoring brand, Schiphol 
Airport, scores significantly higher compared to the 
other two brands in the top 3.  

Retail Banking (avg score: 55%) 

Most banks score above the country average. 
Compared to the last year, the industry scores lower 
on channels such as website and online video 
compared to the previous edition of the 
benchmark. Last year, this industry was one of the 
highest scoring in the apps category, this year giving 
up to the Airlines industry.  The best performing 
banks update their mobile banking app regularly 
and innovate their web portal continuously but 
compared to other industries there is still room for 
improvement. The dispersion has increased 
compared to the previous edition of the 
benchmark. We can conclude that it has become 
more difficult for banks to distinct themselves 
digitally from the competition. The highest scoring 
bank confirms this trend.  

Cosmetics & Personal care (avg score: 44%) 

Most brands in this industry score below the 
country average and many of these brands do not 
have mobile apps. With regards to SEO, the industry 
scores above the country average. The dispersion of 
this industry did improve compared to last year. 
While last year the highest scoring brand was below 
the country’s average, this year the highest scoring 
brand is above the country average. We can 
conclude that the competition among the brands is 
quite intense.  Most of the brands in the industry 
use a global social media account to reach their 
customers instead of a localised version.  However, 
the use of a global social media page can negatively 
influence the engagement of Dutch customers as 
global one-size-fits-all approach can be is less 
relevant and engaging.  

Utilities (avg score: 40%) 

The Utilities industry overall shows a decline, with 
an exception of the scoring for social media and 
SEO. On the most categories, the industry scores 
slightly below the country average. The industry 
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struggles to innovate and expand traditional 
services digitally. The shift of the dispersion proofs 
this, the lowest scoring brand score this year lower 
and the highest scoring brand score this year higher 
compared to the 2018 benchmark. The dispersion 
of this industry is high compared to other industries. 

Resources (avg score: 46%) 

The Resources industry average score is below the 
country’s average. Shell, Akzo Nobel, and BP are the 
top 3 brands in this industry. Resources industry 
scores best for SEO but is very low on website, 
online video and app performance. Opportunities 
arise in these channels for all brands in this industry.  

Food & Beverages (avg score: 35%) 

Dutch brands mostly dominate the Food & 
Beverages industry.  Remarkable is that this 
industry has the lowest scoring brand across all 
industries. The industry only scores above average 
in the category of SEO.  The DDI total score is below 
the country’s average.  The dispersion of this 
industry shifted compared to last year, the higher 
and lower scoring brands both score lower in last 
year’s benchmark.    

Food retail (avg score: 53%) 

The top 3 of the Food retail industry are the same 
brands as in the last benchmark and shows heavy 
competition among them. Last year the number one 
brand was Lidl while this year Albert Heijn managed 
to become the number one in this sector. On 
average the top 3 scores well above the country 
average. The competition is increasing in the 
industry, especially with regards to home delivery. 
A shift towards home delivery is noticeable with 
new entrants, such as HelloFresh and Picnic, 
entering the market. For example, Picnic scores the 
highest on app across this industry. The industry 
could benefit from this shift if it invests in its digital 
dominance with regards to web and apps.  

Non-Food Retail (avg score: 54%) 

The Non-Food Retail industry is a very competitive 
market where the dispersion is very broad. There is 
a significant difference between the lowest scoring 
brand and the highest scoring brand. In general, this 
industry keeps winning ground on most aspects of 
the DDI, except for the online video. In this 
category, Ikea is in the top 10 of the overall winners 
in The Netherlands.  

Health Insurance (avg score: 47%) 

The Health Insurance industry scores just below the 
country average. The scores on website, social and 
online video, decreased compared to last year, 
while SEO and app increased. The dispersion 
increased, the highest scoring brands score higher 
and the lowest scoring brands score lower. The 
industry should invest in websites and social media 
presence to improve its digital dominance.  

Employment & Recruiting (avg score: 45%) 

The Employment and Recruiting sectors show an 
increase in the social, SEO and app categories 
compared to the last year. However, the scores for 
website and online video has decreased. Same as 
the last year, the dispersion is more extensive, 
increasing the inequality among brands. 

General Insurance (avg score: 46%) 

The Insurance industry scores just below average, 
but overall this sector has improved its results with 
an increase in the lowest and the highest scoring. 
The dispersion as compared to other sectors is 
relatively high. The more dominant brands utilise 
their media channels more effectively compared to 
last year with the opportunity to improve 
performance on online video.  

Health Insurance (avg score: 47%) 

The Health Insurance sector scores below the 
country’s average. Even though the higher scoring 
brands perform overall better than the last year, in 
general, the sector’s digital performance decreased, 
especially in the website, social and online video 
category.  

Kitchen Appliances (avg score: 47%) 

The dispersion of the Kitchen Appliance industry 
shrank tremendously even though the industry 
score is still below the country’s average. Further 
on, the average channel scores increased, except 
for online video. Both of the highest scoring brands 
show improvement compared to the last year, but 
the third scoring brand shows a decline. The 
average score of mobile apps, despite an increase 
this year, is still well below the country average. 
Further investment in mobile apps could increase 
industry future score substantially. 

Luxury (avg score: 50%) 
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International brands mainly dominate the Luxury 
industry. The industry average is the same as the 
country’s average. Most brands in this sector score 
above the country average. The brands score 
relatively low in the category of online video and 
apps. An investment in these two categories could 
lead to an improvement in the industry’s 
competitive advantage. 

Travel & Booking (avg score: 54%) 

The Travel & Booking industry scores above average 
on most categories.  However, there is  room for 
improvement on online video, where brands score 
below the country’s average. The top 3 brands are 
booking.com, TUI, and NS with booking.com being a 
number 3 brand across all industries.   

Hotel & Leisure (avg score: 46%) 

The average industry score is below the country’s 
average. Most brands in the sector score below the 
country’s average when looking at different 
channels, except for SEO. The industry should invest 
in online video and website presence to increase its 
digital performance.  

Fashion (avg score: 50%) 

The Fashion industry has a very wide dispersion 
compared to the other industries. There are brands 
with a very low average and brands with a high 
average. The highest performing brand is H&M 
which is in the top 3 of the best performing brands 
in the Netherlands. Especially in the SEO category 
Fashion is performing well.  

Public Services, Government (avg score: 
46%) 

Public Services sector is a new industry within the 
2020 benchmark, this is why it is not possible to 
compare this sector to the last year. When looking 
at this year, this sector scores below average. 
Especially on online video while on the other hand, 
SEO is performing very well and is among the top 
performing industries.  

Pharmaceuticals (avg score: 40%) 

The industry average is below the country’s average 
score. Together with the Fintech industry, these are 
the only two industries that don’t have brands 
performing better than the country’s average. This 
industry is a competitive market where brands 
could improve their digital performance by 

investing in all 5 categories of the digital dominance 
benchmark.  

Fintech (avg score: 40%) 

The Fintech sector is a new industry within the 2020 
benchmark, this is why it is not possible to compare 
this sector to the last year. Same as for 
Pharmaceuticals, the Fintech industry performs 
below the country’s average. Fintech companies are 
performing well on SEO and social but should invest 
more in online video, apps and website 
performance.  

Automotive (avg score: 52%) 

The Automotive industry has one of the smallest 
dispersions with an average above the country’s 
average. It is noticeable that BMW is not in the top 
3 and that Mercedes Benz is the number one in this 
industry. The Automotive industry is a very 
competitive market with challenging newcomers 
such as Tesla. Other brands should improve overall 
channel performance, especially on online video, to 
keep up with the competition.  

 

Copyright © 2020 Sia Partners . Any use of this material 
without specific permission of Sia Partners is strictly 
prohibited 
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Annex B: Benchmark Group 
In the table below you find all the brands that have been benchmarked in the Netherlands: 303 brands in 23 
different sectors. Is your brand missing? Or do you want to know the scores of these brands in your country? 
Contact martin.hermsen@sia-partners for your request! 

 

 

  

 
 

 
 

 
 

FIGURE 2: OVERVIEW OF THE 303 BRANDS ACROSS THE 23 SECTORS 
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Annex C: Average scores per sector 

In the table below you find the average scores per sector per the 5 benchmark categories. Do you want more 
detail about how your specific brand was measured against its peers? Please reach out to martin.hermsen@sia-
partners.com. 

 
 

 
 

 

FIGURE 4: AVERAGE SCORES PER INDUSTRY 
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CONTACT 
 
 
 
 
ABOUT SIA PARTNERS 
 
Sia Partners is a next generation consulting firm focused on delivering superior value and tangible results to its 
clients as they navigate the digital revolution. With over 1,200 consultants in 15 countries, we will generate an 
annual turnover of USD 230 million for the current fiscal year. Our global footprint and our expertise in more 
than 30 sectors and services allow us to accompany our clients worldwide. We guide their projects and initiatives 
in strategy, business transformation, IT & digital strategy, and Data Science. As the pioneer of Consulting 4.0, we 
develop consulting bots and we integrate the disruption of AI in our solutions. 
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PO Box 54605 
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Netherlands 
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1060 Brussels - Belgium 
Casablanca 
46, Boulevard Adbellatif 
Ben Kaddour, Racine – 
Casablanca 20000 - 
Morocco 
Charlotte 
101 S. Tryon Street, 27th 
Floor, Charlotte, NC 28280, 
USA 

Doha 
Al Fardan Office Tower #825 
PO Box 31316 
West Bay Doha - Qatar 
Dubai 
Shatha Tower office #2115 
PO Box 502665 
Dubai Media City 
Dubai - UAE 
Hong Kong 
23/F, The Southland 
Building, 48 Connaught 
Road Central 
Central - Hong Kong 

London 
36-38 Hatton Garden 
EC1N 8EB London - United 
Kingdom 

Luxembourg 
7 rue Robert Stumper 
L-2557 Luxembourg 
Lyon 
3 rue du Président Carnot 
69002 Lyon - France 
Milan 
Via Vincenzo Gioberti 8 
20123 Milano - Italy 

Montreal 
304 - 19 Rue le Royer Ouest 
Montreal, Quebec, 
Canada, H2Y 1W4 
 New York 
40 Rector Street, Suite 1111 
New York, NY 10006 – USA 

Paris 
12 rue Magellan 
75008 Paris - France 
Riyadh 
PO Box 91229  
Office 8200 - 12, Izdihar city 
Riyadh 11633 - KSA 
 Rome 
Via Quattro Fontane 116 
00184 Roma - Italy 
Singapore  
137 Street Market, 10-02 
Grace Global Raffles 
048943 Singapore 
Tokyo 
Level 20 Marunouchi 
Trust Tower-Main 
1-8-3 Marunouchi, 
Chiyoda-ku 
Tokyo 100-0005 Japan 
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Houston 
800 Town and Country 
Boulevard, Suite 300 
77024 Houston, TX 

MARTIN HERMSEN 
Partner 
+ 31 6 46828785 
martin.hermsen@sia-partners.com 


