Bringing our Brand Promise &
Personality to Life in our Stores

Perfect choices made easy
Moments made great
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Retall Team

Northern Region
Loreen Corras
Regional Director

Store Operations & Support
Karen Rossetti
Director

Rafik Louli
Vice President

Eastern Region Central Region
Mark Mason Chris Elliott
Regional Director Regional Director

Store Operations & Support
Kendra Greenwood
Director

Western Region
Lori-Ann Romano
Regional Director

Retail Planning, Analysis &
Continuous Improvement
Nelson Tavares

Director
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What was our Retall Store Net Sales for
Fiscal Year 2020-20217

$5.99B

$5.99B ) $4.58B $6.55B $4.77B
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Challenge and Refusal — What were the total
challenges for fiscal Year 2020-20217

13.1 M
l4.5|\/|12.5M 15.8M
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What are the total transactions for
Fiscal Year 2020-20217

116.8 Million

117.1M 113 M 115M
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How much did we raise for our charity
partners for fiscal 2020-20217

15.3 Million

13.1M 10.5 M 9.5|\/I
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What category has grown the most fiscal
year 2020-20217

Spirits & RTD
$381M

Beer Wine & Vintage
Spirits S
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What is our Year-to-Date Average
Net Promotor Score?

YTD NPS
719%

65%  70%  84%
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Retall Operations
Strategy
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Retall Operations Strategy

a0
>

Product Knowledge
|=| In Store Experience
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Ccustomer
Voice
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Net Promotor Score (NPS)

LCBO Overall Northern Eastern Region Central Region Western Region

79% Region 78% 78% 80% 79%

Over 80,000 respondents!
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What are our
customer’s saying?
@ Positive Experiences

1. In Store Experience

2. Staff Knowledge
3. Customer Service

1. Store Size/location
2. Challenge & Refusal
3. Operating Hours

“LCBO has done an amazing job during the pandemic”
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Product
Knowledge
Evolution
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Product -

Knowledge <n | I

Programming 2
Perfect Choices Made Easy. PK Education eLearning LCBOConnect
Moments Made Great. Modules Modules
00 N
A [ X
— =
Leader Led Virtual Food
Huddles Masterclass Matching Tips
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LCBOConnect

Share the knowledge with
our front-line employees

LCBO g0



LCBOConnect

 New Product Innovations
» Tasting Videos
 P1 Ready to Drink
e P2 Beer
e P3 Rose
P4 Vodka
e 30sec — 1 min Video
 |nvitations
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LCBOConnect

PK Toolkit Library
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In-Store
Experience
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Stellar Store
Standards

-1
X

Vv —_

LCBO

Business focused
Store visits

o:oo

Develop current & future Consistent approach
leaders across the Province

Improve operational
efficiencies & execution
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Trade

Meaningful

Store Visits 1 3
LCBO/Trade District Trade Visit
Playbook Collaboration Strategy
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The In-store
Customer
Experience
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New Customer Behaviours
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Highlighting Local and New Services
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Neat, Clean, Easy to Shop
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New Customer Behaviours
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Tables Thematic Story
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Evergreen
Displays
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| ocal
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| ocal
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SDP Growth
and Store Expansion
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Store Openings
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Category Sign
Refresh

NEW ZEALAND ‘ NOUVELLE-ZELANDE

CHILE ARGENTINA
CHILI ARGENTINE
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Queens Quay
Digital Pilot
Tasting Bar
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Vintages
Release
Interactive
Display
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Kiosk Concierge
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Cash Displays
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Pop Up Shop
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Thank You
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