





Introduction

This booklet contains:

» CXobservations on nutritional supplement websites
+ Our Best Practices About NOHOLD:

NOHOLD specializes in Artificial

We hope you will find this useful, Intelligence. It has created and markets a
The NOHOLD Team platform called SICURA® designed to
implement sophisticated conversational

interfaces. NOHOLD solutions have been

deployed in more than 100 healthcare

institutions, 30 banks, 7500 higher

education institutions and the

Government. Specifically, NOHOLD has

created an Al Assistant called

SalesAdvisor™. Itis designed to help

shoppers find the best product for them

based on plain language queries.
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Companies Analyzed

1. PharmaVite 9. USANA 17. Ritual

2. Haleon 10. Kirkland 18. Nordic Naturals
3. Bayer 11. Le-Vel 19. Now Foods

4. GNC 12. Life Extension

5. Herbalife 13. Unilever

6. Nestle 14. Reckitt

7. Nu Skin 15. Church & Dwight

8. Thorne 16. Piping Rock Health



Our Findings & Recommendations

*  21% of the companies considered don't have a Vitamin Finder
* 100% of Vitamin Finders are limited in functionality and allow shoppers only to select predefined options

» 100% of existing Vitamin Finders don't allow free queries from the shoppers and therefore lack the ability to

capture the Voice of the Customer (VoC).
» Leverage a conversational interface to empower shoppers to express themselves on their own terms

+ VoC is critical to improve products and go to market strategy



PharmaVite: Nature Made

Quick Start Recommendations
and Vitamins 101 available = ‘ P What Do | Need?

Not sure which supplements to take? We're here to help.

Live chat, no conversational Al

obvious

FAQ and search available

Contact us: Customer How Do | Get Started?

Choose whether you want help taking that first step or want more information

support available via chat,

email, phone with limited ©

X . Quick Start Vitamins 101
availability Recatieriastione s s
Browse some common health needs to see which enefits.
ones may apply to you. eeriora Ve

Get Started @ Heb



Haleon: Centrum

Product selector available Centrum

NO ||Ve Cha‘t or Conversat|ona| Al Products Learn About Choose Your Centrum
. Home > Choose Your Centrum

obvious

FAQ and search available

Contact us: Customer support available l

via email within 48hrs

Take this short quiz to find out
which Centrum products could be
right for you




Haleon: Emergen-C

OUR STORY PRODUCTS INGREDIENTS PRODUCT SELECTOR IMMUNE HEALTH

Product selector available
No live chat or Conversational Al
obvious

FAQ and search available
What is your Wellness Personality?

CO nta Ct us: C u Sto mer Hi! We're excited to help you on your journey toward supporting your immune system and
understanding how to ignite your full wellness potential Take this short 5-minute quizand in
return, you'll receive:

support available via email within

Tips and tricks for helping support your immune system
48 h I’S Your Unique Wellness Personality
Emergen-C Product Recommendations

Coupon for Emergen-C products‘

ENTER NAME TO GET STARTED"

B | confirm that | am 18 years of age or older

B Terms and conditions
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Bayer: One A Day

No vitamin quiz available

)
ONEHDAY Products v Why One ADay® FAQ Coupons f‘ X‘ Q
R

No live chat or Conversational Al

Home > FAQs

obvious
FAQ and search available FAQ

General Questions ~ Women'’s Prenatal ~ Men’s Pre-Conception  Supplements

Contact us: Customer support via

phone, with limited availability, and General Questions

Why are vitamins important? —

email

Vitamins are organic compounds in food that are needed to support growth and health. With a regular supply of vitamins, we can support good health and
normal growth. Since the body does not store all essential vitamins for long periods of time, some should be consumed regularly in the diet. One A Day®
multivitamins can be taken to help provide nutritional support.

Do One A Day® products contain gelatin? o

Why did the nutritional values change on the label? +



Bayer: Flintstones

No vitamin quiz available

No live chat or Conversational Al obvious
FAQ and search available

Contact us: Customer support available via

phone 8am-8pm ET, email

Contact Us

If you believe you have experienced a side effect associated with the use of our product, you should contact your healthcare professional. You are encouraged to
report side effects or quality complaints of products to the FDA by visiting www.fda.govimedwatch, calling the FDA at 1-800-FDA-1088, or for Bayer Consumer
Health products, you can report directly to Bayer by telephone at the Brand number listed or by using the form below. If you believe you have observed a product
quality issue, please contact us using the form below.

Thank you for reaching out to us!

Please select your reason for today's visit so we may assist you better.

If you purchase Bayer Consumer Health products from a Bayer Authorized Distributor for purposes of resale to end-user consumers and wish to sell Products on
your own proprietary website, you must register your website with Bayer. To register your website, please fill out the Permissible Public Website Registration
Form

* Required Fields

Select Reason*

‘ General inquiry n

Select Brand *

‘ Flintstones -

Phaone: 800-800-4793

By Telephone

Mon-Fri 8am-8pm ET

Please complete and submit the information below. We will get back to you at
the email address provided by you below. The information you provide us is
subject to our Privacy Statement



Ask a GNC Coach!
G N C Get Recommendations & Answers from a GNC store

associate

. . . . GNC
» No vitamin quiz available

Milpitas @

+ No Conversational Al obvious

For requests related to customer service, please click here

+  FAQs, articles, and search available e e

» Contact us: Customer support team available via live chat,

Live Chat Available
Talk now with our product & solution experts

text, email

Contact Us
Text or email with a store associate

Product Finder
Let us help you find the perfect product

Book an Appointment
Reserve time with us virtually or at a store

Contact Customer Service
Questions about orders, shipping, returns, loyalty



Herbalife Questions most asked by our users

> How to Join Herbalife

> Help with an existing order
> Refunds and Exchanges

> Wholesale Accounts

No vitamin quiz available

No chat bot, Conversational Al or live Get in touch with us

Please fill out the form below, and our dedicated team will get back to you as scon as possible.

chat obvious
FAQs, articles, and search available

Contact us: Customer support team

*First Name *Last Hame

available via contact form or by phone -
= . Exaomple: (123) 456-7890

most days of the week for a limited time oo

“
By clicking Submit, you acknowledge thot information you submit on this page will be used to investiga ur inquiry. Personal data, including any sensitive data you choose to provide,
will be handlled in aceordance with Herbalife's Privacy Policy (and if you provide health data, our online
Privacy Policy for your country here.

data) and may be transferred outside your country. You can view the Herbalife

Upload Attachments

4, Upload Files | Or drop files



Nestle: Nature's Bounty

° Vltamln q UIZ avallable If NATURE'S BOUNTY. Products > Health Benefits ~ learn~ AboutUs Q Where fo Buy
users create an account S——
. ) NATURE'S BOUNTY.
No chat bot, Conversational
Al or live chat obvious -

Password

FAQs and search available

Confirm Password

Contact us: Customer

First Name

support team available via

Last Name

CREATE MY PROFILE

phone or email during

. Take this short quiz to find out what -
normal business hours supplements your body mightneed S Ll

a

Already havean account? Log in.

Nature's Bounty® is a registered trademark of The Bountiful Company.



Nestle: Garden of Life

No vitamin finder available

No chat bot, Conversational Al
or live chat obvious

FAQs and search available
Contact us: Customer
support team with limited

availability via phone or email

[ Garden of Life ]
L

Support Center

Ask us a question...

How Can We Help?

Connect with a member of our Support Center Team

DK | Vg
Email Us Call Us

Our Support Center Team will Monday - Friday

respond as soon as possible Closed Saturday and Sunday

w0

8



Nu Skin

No vitamin finder outside of s g~/
NU SKIN. ® sign up/ Sign I I

We bS ite Sea rC h Beauty Devices Skin & Beauty Nutrition Product Lines Most Popular Our Impact

Help

Phone number limited to regular

business hours. Phone number CUSTO M E R s E RVI CE

was discovered after reviewing
FAQs and articles FAQ,S RETURR

PRODUCTS

To begin a live chat end user must

input their personal information. @ ‘ \\\ &b
A\

Live chat is available during regular

£ZHAT WITH LJS SUPPORT CENTER NU SKIN OFFICES
business hours i chthours: W Bam Spm 45T

No chatbot or Al Assistant

available
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Thorne

No vitamin finder outside of
website search

Encourage to search FAQs before
contacting company

Phone number available during
business hours

Live chat is available during regular
business hours

* No chatbot or Al Assistant

available

THORNE’

Shop

Get Started

Health Tests

Take 5 Daily Men's Health Month

F

4

How can we help?
Search anything (like shipping, tests, or supplem

Chat with us

[J callus

Help

Email us

Activate Test

Sign In

=}



USANA

« Website search exists, but no USANA. | serchroducts

CATEGORIES MYHEALTHPAK

vitamin finder

+  Could not easily find a phone
number, link to live chat, chatbot or
Al Assistant

» Thereis alogin that may pre-empt

these CX applications

Your Best Summer Starts Now

Joint Motion Duo + Super Metabolism Pack



Kirkland Signature

No vitamin finder. Search available C

O Welcome to Costco Customer Service P—
®
‘
Virtual Assistant

=—=WHOLESALE
Prone moss st duiny |

AN

| What can we help you with?

for entire Costco website

Membership Costco.com ‘Warehouse Returns & Exchanges Products & Services Payment & Tax Info Technical Help &

Virtual Assistant
Before | transfer you could | confirm which department

you would like to be transferred to?
Featured Articles
.
Chatbot available but does not MyOrders  Mombershi
QLtoRe el In-Home Delivery and Installation Service FAQs

Costco Logistics offers in-home delivery and installation services for many items sold on
Costco.com. Check this information out for answers to frequently asked questions. i

specific hours >

|
®

answer specific questions about

<
2

Costco Online
Order Adjustment Virtual Assistant

We are experiencing higher than normal hold
times. Please continue to monitor this window and
and an agent will be with you as soon as possible.

p rO d U CtS Return/Replace Price

Live chat available after engaging

o]
<]

Virtual Assistant

i ine?
How can | manage membership Auto Renewal online? I'm transferring you to a Member Service agent.

with chatbot — hours are limited B

Membership c ‘ While you wait for our agent, feel free to share your
check one more ftem off your to-do list feedback on your experience with our Virtual Assistant
S | N | | ar tO p h one E Q Please do not close this window, as you could lose
) AVA your place in line v



Thrive by Le-Vel

Option to customize vitamin packs
and shopping by goal

Phone number available

No options seem to be available

for live chat, chatbot or Al

OUR PRODUCTS SHOP BY GOAL MYFRESH MEALS OUR COMPANY Q Q E]

THRIVEsy 15V

CONTACT US

Le-Vel Brands LLC

Mailing Address ONLY:
9201 Warren, Pkwy Suite, 200
Friso, Texas 75035

If you have questions about your account, your orders, or need the proper address for a RETURN please use the Contact Support feature within your
Customer Account or the Promoter Cloud Office. Do not mail product to the mailing address as it will not be accepted.

Otherwise, please contact us by email at Support@Le-Vel.com.
For more information please dial: 888-557-0005

Le-Vel is a health and wellness company created to enhance the lives of our customers and brand promoters through increased health and wellbeing. Le-Vel's
cornerstone product line, Thrive, has been purchased by over 5.5 million consumers. To get more information on the Thrive Experience, please visit our Thrive
Reviews page to hear stories from our customers and promoters.

If you would like to thrive with us and become a new customer or promoter for Le-Vel, please visit us on Facebook and connect with a brand promoter there.
Thank you for your interest in Le-Vel.

6O X 9 o ¢



Life Extension

Sitewide search available with =% LIFE

EXTENSION"®

The Science of a Healthier Life’

n A & @y @

Signin Contact Deals Cart #1 Ra!‘ed

Catalog/Internet Brand

filters, but no vitamin finder

Best Sellers Sales New Products Learn

Up to 60% Off! Shop Summer Sale for Hot Deals + Clearance

Customer service phone Message Us

: - \IA, :
number available 24/7 -

Live chat only available during

¢ Best Sellers p s

L H Wel ! One of t b
Sp@CIfIC hou S. \/|S|tor must Choose from popular categories like Immune Health, Energy, Heart, Brain and more. e L

will be with you shortly.

This is the beginning of your conversation with us.

i i Please be aware, we are not medical

add In thelr personal | professionals, and we cannot give you
medical advice. If you have medical
. . . questions, they will need to be answered
information before engaging a b Vet e et e
Shop bY CatEQOI‘Y Immune Health & Sleep following statements have not been >
||Ve agent © Immune Health & Sleep Give your immune system the support it needs—then get some sleep to be = Send a message
|
. © Energy ready for tomorrow! m

No chatbot available © Heart

© Brain, Mood & Stress °
© Bones, Joints & Comfort



Unilever: SmartyPants

"Find my Formula" vitamin

. . o - ggl.%%w Kidsv  Adultsv  Find My Formula
quiz available. Minimal flexibility,
no way to go back or ask
Please Select the Age(s) of Your Kid(s)
questions
Select All That Apply
No chat bot, Conversational Al or
”VG Chat ObViOUS Infant (0-1yr) Toddler (2-3 yrs) Kid (4-12 yrs) Teen (13-18 yrs)

FAQs and search available

Contact us: Customer support
team available during business
hours and responds within 2 days ' siaNUP

Email, call and text options
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Unilever: Olly

replies with a list of documents to sift I there's anything else | can
o ) find for you, just type another
through, similar to basic search. Does » +  question. GLLY = Bat
. . Here is an article that may help:
not directly answer the question what is the best vitamin to help

with clearing up my skin?

I moved and now | need to

No way to escalate to human through

OLLY - Bot B update my shipping address

before my...

bot Here are some articles that
may help: Goto ‘l My account. 2. My. .
"Help Center" includes basic subscriptions. 3. Change Shipping. 4.
) ) B Dol need a multi? —— S

ere's anything else | can

search, along with categorized FAQs First off - you need vitamins. The Lk you'vjust%y sl el
. Ly word “Vitamin” literally means "vital + +  question.
Email support within 2 days
Phone support that includes voicemail
zendesk

zendesk



Reckitt: Schiff

Help Center with categorized .
p g §M SHOP BRANDS REWARDS WELLNESS
FAQs

Join Schiff Rewards ~ Signin ~ Q

Home | Our Shop - Help Center & FAQs

Email & phone support available Help Center
durlng I’]Ol’ma| bUSII’]eSS hOUI’S Explore our frequently asked questions by categories
NO bO'[‘ Conversathn(’;ﬂ Al‘ Or ( General ) C Rewards Program ) ( Brain Gym app )

option to ask a direct question
FAQS

All Schiff brands' websites

DO YOU HAVE MAILING LISTS?

(Al rbO rne‘ M Ove Free, M ega red, Yes, we do have a mailing lists for you to join! To subscribe, visit Schiff Vitamins and scroll up to the left where it says "Log In/Sign Up." Create a new account and check the box to receive

coupons & special offers. We will keep you up to date on all of our latest specials, along with other helpful information.

Digestive Advantage...) follow the

WHAT IS YOUR PRIVACY POLICY?

Sa me tem p | ate Wh lC h l n C | u d es IS MY PRODUCT AVAILABLE ANYWHERE ELSE?

Help Center



Church & Dwight: Vitafusion

* Live chat available after I OfUSIONg close x
submitting contact information |

Shop by Products: “First Name *Last Name

* Phone help limited availability

New & Trending Supplements Best-Selling Vitamins

«  Contact form, with best effort to

Phone

Letter Vitamin Supplements

respond within 2 business days

“Your Question

* No bot, Conversational Al, or

Melatonin Gummies Fiber & Probiotic Vitamins

® 3 g

option to ask a direct question

»  Shop by Health

Minerals & Supplements Kids Vitamins

@)

Start Chatting

2O & %

3

IntereStS/C?j’[egory Op’[ion Soft Chews Shop All Gummy Vitamins



< Back Let's chat! X

Piping Rock Health

By using this chat you consent to recording and use of this chat and
accept our Privacy Policy.If you don't agree, don't use this chat.

« Phone and text support not always available _
Thank you for contacting us! So that | can

° FAQS page better assist you, please provide your e-
mail address.

* Live chat available 24/7 however, cannot begin
chatting without entering a valid email address

+ Contact form available

* No bot, Conversational Al, or option to ask a

direct question

Please enter a valid email address
no thank you



Ritual

* Chat & email - Seven days a week
» "Click on blue chat icon to chat™ is not

apparent in the chat app or on any other

Hi, there §
How can we help?

pages

» Can search for articles on help page

* No bot or Conversational Al
Search for help Q
» No straightforward way to ask a question

and ge‘t an Immedlate response HOW can I contact yOU d|rect|y? >

@ = )

Home Messages Help

@M Powered by Intercom



Nordic Naturals T

_ Hello! Thank you for visiting Nordic Naturals!
+  Option to search for products How can we assist you today?

* Live chat available after filling in contact information Name
and question type

* Live chat, phone and email available with limited

Email
hours
* No bot, Conversational Al or straightforward way to
ask a question and receive a response Question Type
Message

Start chat



Now Foods

+ Site search option

+ Dedicated pages for shopping FAQS

FAQs and healthy living FAQs

R To report a product Complaint, questions about NOW and our formulas. Before you call or send a message, take a moment to

With almost 50 years in business and more than 1,400 natural products, people tend to have some

browse our database of frequently asked questions. Your answer may just be a click away.

option to fill out Product Feedback

"Best By" Date FAQs Activated Nasal Mist FAQs Airless Pump Dispenser FAQs
Form
Allulose FAQs Beet Sugar FAQs Biotin Supplementation and Lab
+ Contact numbers available as well Tests FAQs
as contact form Black Cohosh FAQs Black Walnut Extract FAQs Bromelain FAQs

* No visible live chat option
+ No way to ask a direct question
and get an instant response

* No Conversational Al or bot



NOHOLD's Best Practices for CX Apps

* Make it easy to locate — a pinned button or permanent placement in the site’s main navigation
» Assist visitors while shopping — add direct lines of support in your eCommerce store
» Allow shoppers to ask questions in their own words and receive accurate responses
* Provide a shopping support solution that can be available 24/7/365
» Do not ask for personal information to interact with automated systems
» Collect shopper free-form input to understand how to better serve your potential customers, reduce costs and increase sales
« Choose Al support applications that apply both Deterministic and Generative Al because:
» Procedures can be established - like a Vitamin Finder
» Information is consistent
* Answers are discovered through company-only content to avoid hallucinations and inaccurate information
» Itis secure and compliant

» Choose Al support applications that can be leveraged on multiple channels and languages simultaneously



@

We hope you found this helpful.

Members from the NOHOLD team did high-level evaluations of CX
experiences on nutritional supplement websites. We focused on customer

service telephone number, vitamin finders/ quizzes, chatbots, live chat, and
Conversational Al to identify how easily we could find specific products and
get answers to product questions via the website/eCommerce store. Your

feedback is appreciated.

Thank you,
NOHOLD Team
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