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Founder

dmc digital media center GmbH,
Germany

Chairman
Embitel, India

Daniel Rebhorn
dr@dmc.de

e Studied Computer Science at University of Stuttgart

e Entrepreneur since 1992

e |nvestor and business angel for 5+ IT companies

e Working in retail e-Commerce for last 16 years

e Responsible for development of e-retail sites like Neckermann, Kodak
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http://www.dmc.de/
http://www.embitel.com/

Consumers choose their favorite channel

Search engines
(Google...)

Brand /

Manufacturer
(Nike ...)

Internet Pure Player
(vente-privee...)

Mailorder Retailer
(Sears ...)

Price search portals
(become.com ...)

Communities
(facebook ...)

Online

marketplaces
(amazon...)

Brick-a-Mortar

Retailer
(Walmart ...)
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Zembitel Complexity of sales channels at argos UK
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———r Returns —
ii online or
Ag '__—/store bought
Purchase i
prpesmel Retail Store

Customer
o
.Av\

- dAlts € <1 o Product Delivery to
Direct =4 LR W Home
(Telephone Channel) 2
= Price & stock check
* Phone Orders
= Problem resolution

= General Inquiries
= Product expertis

= Pick/Pack/Ship
= Express delivery
= Customer returns
*RTM

= Reporting

T

i vl ¥
= :

« Price and stock check Web Hosting
* Online order (Infrastructure)

= Web server platform
» Database/data storage
= Security
Source: argos, AT Kerney » Network ops and support
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Idea of Multi-Channel Retailing?

Is Indian customer ready for Multi Channel Retailing?

Does Multi - Channel Retailing leads to cannibalization

of your existing sales channel?

Channel Integration in Multi-Channel Retailing
Worldwide Case Studies
Suggested approach for Multi Channel Retailing

Multi - Channel Retailing Outlook
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Communication n Communication

Consumer 1 Consumer

Consumern

Channel 1 Channeln - Online-Shop

Product mix Product mix n
Product mix

Inventory 1 Inventory n Inventory

Multi-Channel VS. Multi-Channel

Consumer doesn'‘t care which channel he uses.
Only the brand experience has to be the same.
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Zembitel Client behavior matrix
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Preparation for buying(product information and price comparison)
Offline Online
»,Digitaly converted “ ,, True Onliner“
Online Informs himself offline, Does everything online:

Execution of
buying

Offline

but purchases online only

, rrue Offliner*

Denies online,
only informs himself offline
and also purchases

offline

informs himself,
also purchases online

,ROPO*“

Informs himself online,
but purchases offline
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J Mapping of behavior matrix to verticals

,» Digitaly converted *

online

Sports goods

Execution of _t)7le_g_06d_s_ - ‘I- o- % --—— T

1 1 |500twear

buying .
|

® Do-it-yourself (DIY)
ics®
1

offline
BROPO0“
‘oﬁhne online |

Preparation for buying(product information and price comparison)
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gembitel Forecast of non-food sales in Europe
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100.0 % 100.0 %
Online only + 48% 10.2 %
Multi-Channel
__ I ﬂ 16.9 %
Store only -13%
2009 2015

Source: Accenture, GfK
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Zembitel Costs effects
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Increase service level \
Increase speed (

N

Target offline-clients within online channel Easier aquisition /

After Sales activities (e.g. e-mailings)

Multi-
Channel

Value-driven client \

aquisition /
Reduction of \

Online as a self service platform
process costs /

Replace offline-Ads with online-Ads

Costs

Retailing

Selling via marketplaces, 3rd party portals, etc. Access to online crowd /
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Is Indian customer for
Multi-Channel Retailing?
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gembitel Current Size & Future PrOJectlons for Indian Retail Market
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2008

2009 2010 2011

™ Total Retail === Organized Retail

2012

2017
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Zembitel Contributing factors

delivered with S

« Boom in Retall

* Coverage of broad-band internet,
iIncluding 3G mobile networks

 Web is primary source of information
= First point of contact

* Trust and experience leads to:
online buyer at second time
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gembitel Contributing factors
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T WA LA™ R

 Significant increase in mobile penetration —
M-Commerce / In-Store promotions/ Reviews and
comparison.
Example:
SMS/Bluetooth promotions at Spar- Hyper market

* An option to switch channel from interaction to

transaction.
mom
me

. Major Players: J3ate OPPE)\, e
(__J

futurebazaar.com’
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Does Multi - Channel Retailing

to of your existi

sales channel?
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gembutel Search Online Purchase Offline (RoPo)
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Case Study, Oct 2009, Germany
Product segment: Apparels

13,9 % of Online sales is
initiated through local store
[ )
(=0.6 bil. EUR)

Local stores

10,7 % of Offline sales is
initiated through online shop
£ ]

Online shop

(= 5.3 bil. EUR)
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g bntel Research Online Purchase Offline (RoPo)
- R

What percent of the time you spend shopping
(store/webl/catalog) involves researching products online?

42 % of
consumers are
using more than
half of their
»Shopping-
Time” for online
information
reserach!

50-74% More than 75%

% of time spent researching products online
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Zembitel Aspects of Multi-Channel Retailing
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Pick up at Retalil

i/ Return to Retai!

Drive to Retall

# Return product in store

# Change product in store

/s,

# Refund in store i Pick up at Web

i/ Return to Web

# Online Marketing (Local SEM, Newsletter) to motivate
consumers to visit store

i1 Drive to Web

1 Confirmation mails with information about nearby store

i ,Book personal shopping assistant*
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Zembitel Aspects of Multi-Channel Retailing
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-

# Longtalil in Retall

o 4 )' ' S | ~) ; ¢ \

A
<
i Online order of sold-out

products

il Pick up at Retall i/ Order in store, deliver to home

i/ Return to Retalil

) Drive to Retalil / Return via online
distribution channel

i Pick up at Web |

# Promote URL in store (e.g. bags) 7 Return to Web

i Vouchers to promote Webshop _
Drive to Web

1"

i Customer card services in Web

—
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Worldwide Case Studies
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g’emb tel Multi-Channel Retailing Benchmarks: Big Players
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DEBENHAMS *ﬁ’*ﬂ”f
C
)
Q

John Lewis NORDSTROM
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http://www.argos.co.uk/
http://www.bestbuy.com/
http://www.jcpenney.com/
http://www.macys.com/
http://www.saksfifthavenue.com/
http://www.llbean.com/
http://www.johnlewis.co.uk/
http://www.debenhams.com/
http://www.marksandspencer.com/
http://www.nordstrom.com/
http://www.walmart.com/

Benchmark from TOP 50 Online Retailers (USA)

Company

Category

Online Sales
(in mil. US $)

Growth
(2009)

Source: internetretailer.com
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Z2embitel Multi-Channel Retailing Benchmarks: Big Players
- R

Percentage of

Online Sales Saks US Retailer
within Total oo 9) )
0 EU Retaliler
John Lewis
14% @)
12%
10% Nordstrom JC Penney
O @)
8%
Debenhams
6% @) Macy'‘s
@)
4%
Kohl‘s
@)
2%
0% Sales in

mio USD
(2009/2010)

2.000 4.000 6.000 8.000 10.000  11.000 12.000 14.000 16.000 18.0
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o Benchmark Multi-Channel: John Lewis
Reservation of products in store

e Online Sales 08/09 = 327 Mio. GBP
12% of total sales

8% of all online sales are picked
up in stores

‘What's new Our shops Your orders Customer services

@y 08456 049 049 ‘

hn Lewi

John Lewis © Yotk ot S [t o s e | @
‘Home & Garden Electrical Appliances Technology Sport & Leisure Fashion Gifts & Flowers Toys ‘Special Offers

N 5

w

Whasnew  Oushops  Yoworders  Custorerservies {59 08456049 049

John Lewis © Yurtasas s S [y o e | @
Home & Garden Electrical Appliances Technology Sport & Leisure | Fashion ™| Gifts & Flowers Special Offers

Homepage » Fashion = Women's Faotwear » Court Shoes

What's for dinner?
No matter what's on the menu, find tableware to cater for all tastes

FREE DELIVERY
ON EVERYTHING E» ;J

— Shop by Price John Lewis Xaroma Mary Jane Shoes, Black ! Emaila friend [ Bookmarkpage . Erint page.
—
under£69
f 4 Sy —— £6910£74
Make a diff This month's highlights r— .
£74 and over John Lewis Xaroma Mary Jane Shoes, ay 1
e - Black £73

» Mother's Day

BASICOELUXE

CURATED &3 [oNN <E

il

i

» Home decorating

Select Size h ‘

» Express delivery appliances

T

Go green today Wall art Online exclusive New outdoor toys & » Sony Bravia 40" 1080p HD ready TV£799
fashion games

Ty,
e " » Nintendo Wii Console - In stack now

= Add to basket

= FREE Standard Delivery within 5 working days

e T
Free delivery to shop for collection - 3 easy steps
ﬂ = Deliver to shop, for collection from Wednesday 04
March 2009
25 participating shops

a
L] Collect your order after 2pm the next day & Larger view | Zoom (opens & new windaw)

‘ 0 Place your order online before 6pm n Print out your order receipt

Free delivery to shop for collection - 3 easy steps

Place your order online hefore Gpm

¢

o
' Print out your order receipt n Collect your order after 2pm the next day
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g Benchmark Multi-Channel: Best Buy
,...PICK up your order in as little as 45 minutes after you place it.”

NO SHIPPING. NO WAITING.

Buy online. Pick up in store TODAY. Learnmore »

e 95% more sales with multi-channel customers
« With 80% higher margin!

Products v Services v Shops & Deals + Gifts ~ Credit Cards ~ Reward Zone

We've improved shipping times to APO & FPO addresses! Learn more >

Hest Buy = Help = Shipping and Store Pickup = Store Pickup

HELP TOPICS

Payment & Pricing

Store Pickup

Shipping & Store Pickup
Returnz & Refunds
Yiewing & Changing Orders
In=tallation & Delivery
Product Support & Repairz
U=ing My Account

AR il

Store Pickup

(']

n

B

n

ES
L:



http://ad.doubleclick.net/click;h=v8/39f1/3/0/*/b;220066027;0-0;0;41986488;3454-728/90;34502297/34520175/1;;~sscs=?http://www.bestbuy.com/site/regularCat:pcmcat197500050001/regularCat:pcmcat197500050001/pcmcat197500050001.c?id=pcmcat197500050001&showads=false
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Benchmark Multi-Channel: Labuyla
Entertainment shopping via Multi-Channel

@) LABUYLA Entertainment o

@ http://www labuyla.de/shop/startseite.html 7 - - redkoon i &0

g (@) LABUYLA Entertainment Shoppin... X

LABUYLA - Made in Switzerland

line-She Sicher & bequem  Schnell & zuveriassig

lABUYl.L

DEUTSCHLAND FRAGEN UND ANTWORTEN

% PC 1/ Notebook / TFT “ Warenkorb

Die neue Schweizer Art zu shoppen
 Peripherie | Software

= Produkte:
Online-Shop & Ladengeschift B L Sehdken Sh 4
% TV/Video/ SAT in einem! e chenken Sie
= Hifi/ Cinema | Audio * Login Design r
Und das mit relsen zu Intemetkonditionen bel -
 Navigation vollem Service-Urnfang und unverbindlicher Beratung. ‘ckname 3 o
# Foto / Camcorder BUYLA Entertail =
< Mobitfunk / Telefone. - ﬁ LABUYLA - der erste begehbare Online-Shop: srzosucs ) e ——— - 5
= Aktionsprospekt dur m || Laeuvias R e p uyla A
i S W w G  Aoneprosekt duchbiatiem || LABUYLA Store p: g i ; _ ul | D
« Elekiro | Haushalt
 Grill | Garten £ | Herzlich Willkemman auf LABUYLA
NewCMZ | goauty ) wellness
o Wil Sports Resort Pak Black Ml Apple [Pad WIFI + 3G 6468
CitiZ erstrahlt D Zxbans
= %o | £Un 79500
in neuem Glanz Zuletzt besuchte Artikel:
£+ 3G 64Gb
Nespresso coneitert seine Zoll 195-Display
belang erolorechsie ¥ Umitierte Edition 00 Ape:
Maschinenserie um vier s
werere Modele n Metal  Unser Top-Seller der Woche B R p—
G & Versand  inkl. MwSt. & Versand
Apple iPhone 4 ,. Warenkors Warsnkorb
32G8 - ohne SIMLock
Kaffee-Mornenten echies gratis Versand
wrbanes Flak verieht. o Apple iPhone 4G 32 GB
00006 | £Un 830,00
7
. |
¥ 5 Magapixel Kamers
D Video
= Unsere Partner
% sofort liefarbar
= inkd. MuSt. 8 Varsand &
BUS' | tenovo. e — Warenkort - Warsnkorb
(- Website = W E-Mail % Y Empfenien Ba 14 erste Seite Y« zuriick ) » ) weiter > U letzte Seite b Y 4 | = W Full Screen




gembitel Macy’s
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for the home bed & bath women men juniors kids

beauty & fragrance shoes handbags & accessories

SEARCH | * d, Web IC GO »

CUSTOMERS' TOP RATED % s % e & STORES

GIFTS &GIFT CARDS

Jewelry & watches shop by category

FREE SHIPPING

SEMI-ANNUAL
plusan

FREE SHIPPING DEALS

—EXTRA 15% OFF $140.25
Men's Jewelry —EXTRA 10% 0£F $126.23
(with promo code)

Jewelry Boxes & Ring Holders

YOU PAY $126.23
! and get Free Shipping, too!

WATCHES
WATCHES ON SALE

IN-STORE
SAVINGS

PASS

print savings pass

Women's Watches

Men's Watches

watches p rated

Watch Brand

find a store

N
* rm S {GREAT! SHOP ONLINE DEALS & PROMOTIONS shopp
iDEALS! ihe cavings you love, all in one place! check t out signin | create profie | my ace

jewelry & watches

WEDDING REGI

DIAMOND EXTRA10% OFF

SALE 123 ey ot prchne o
. required for free shipping. ?
EY  FINE JEWELRY 30-50% OFF Wetches
Caesin oy + AN EXTRA 15% OFF

Macy's Fashion Director SELECTIONS % ?4};
JEWELRY shopall jewelry  4-day specials VA3 E“ ‘,I' g_:/
Customers' ‘ Top Rated \,ﬂ;
Bracelets o = i _

arrings see your savings add up i | H Earrings
et & e REGULAR PRICE $275 SHO P E_ SALE

s oo e IN STORES!

Fashion Jewelr]

ing bag:

T
*MNOCYS

OlmMingdale’s

Setup

Online-Shop

800+ stores in USA
Catalogue

Mobile (ishop App)

Specials

Macy’s ishop App (++)

Book your personal shopping assitant (+)
Macy’s text messages (+)
In-Store-Saving-Pass (++)

Social Media /Social Shopping-Features
(Facebook, Twitter, YouTube) (++)

Macy's TV (+)

Folie 29
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http://www.macys.com/
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gembitel Macy’s (inkl. Bloomingdale’s)
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olaMingdale’s
2008 2009
Sales— Online 117 Mio. $ — *+20% —> sales- Online 141 Mio. $
Sales — Offline 24.775Mi0.$ —-7,8% —> Sales— Offline 23.348 Mio $
Sales - Total 24.892Mio. $ = ___ _5.6% S Sales - Total 23.489 Mio. $
0,5% 0,6%
online online
2008 2009

99,4% 99,4%
offline offline

Source: Macy‘s Annual Report
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w Benchmark Multi-Channel: Argos
Reservation in store and availability across all channels

- ?“‘

«  43% Multi-Channel sales of total

WWW.argos.co.uk Hello Sian in | Register | My account My Trol
@s Price & stock checker | Store locator \ Customer servic @ \lems:g
. sales
« 22% of total sales through
Most popular searches: WiiFit Wi iPod ben10 Beds Cutains Freesat PS3 TV Lego
11
R . . »Check&Reserve*!
NEW Spring home ideas
* Now evenmore choice o Including over 500 savings and this seasons latest trendst
el a0 0 oo ‘%“"F Browse Spring Home Collection

| —

How to ALGOS it

* Now even more choice
ower 20,000 products to
choose fram

* Collect it today

* Have it ready & waiting
reserve online for store. 827
pick-up s
5

over 725 stores
E

e

nd your local stor

Internet only Leqo® Technic Motorised Bulldozer.
3960305 .more detail

* Save yourself a trip
Get it delivered
only £5.80 per order

« Easy online shopping

Home delivery . Cannat be reserved Check stock in your area

from 2 days" |_n:|_| for stare pick-up Buy or Reserve ¥

wild 1))

* Have it ready & waiting
reserve anling for stare

pick-up o LEGO® Technic Of Roader. 0514304 .more £69.99
detail )
* Collect it today < ﬁ
D':,.'Ef ?25 Stl:l res . : vl s Home delivery Can be reserved, Check stock in your area
Find your local stare : l ! currently out of sl subject to store stock
cure

BEhEE© |

* Save yourself a trip
Get it delivered
only £5.80 per order

RESE[‘HE Dnl inE . ~ Tt Home delivery Can he rezerved, Check stock in your area

So your items are ready and waiting in-store . ;-l;(f:lﬂlf out of w sublect1o stare stack Buy or Reserve >

\

—
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gembitel Leading Multi-Channel retaller in UK: argos
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Find it. Get it. Argos it www.argos.co.uk Emm

Multi-Channel Sales : £ 1,9 bn.

(Total sales: £ 4,3 bn.) Multi-Channel sales
m Multi-
. _ Channel
Multi-Channel features realized: sales

 Traffic of over 300 Millionen Pls

R, 0
Visits up 25% m other sales

Source: Argos (2010): Full-Year Results 2009
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MCR features used

= Reserve-in-Store (Internet)

® Home Delivery (Internet)

Reserve-in-Store (Phone)
' ® Home Delivery (Phone)
2%

8% 2% Home Delivery (Store)

m Other sales
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gembitel Success factors for MCR organisations
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e Coordinated communication

>> Related divisions in the organisation:
Purchasing, Marketing, Stores

« Centralized CRM N

Purchasing

>> Related divisions in the organisation:
Customer Service, Marketing, Stores

i Custome
« Core category concept

>> Related divisions in the organisation:
Purchasing, Marketing, Stores

Better eCommerce 2010 Embitel
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Zembitel Success factors for MCR organisations
B ™ e’
« Common brand and corporate design

>> Related divisions in the organisation:
Marketing, (Stores)

« Complexity and cycle-time reduction

>> Related divisions in the organisation: .
IT, Customer Service, Purchasing, Finance, Stores i Stores

Purchasing

« Channel controlling

>> Related divisions in the organisation: Custome
MCR team, Finance ; Service

! o
« Corporate culture

>> Related divisions in the organisation: all !

Better eCommerce 2010 Embitel
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Drive-In

L ocal online
marketing

Loyalty programs

M O b | I e Customer care

L Recommendations
User profiling

Drive-in User profiling

Predictions
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Mobile Commerce — an extension for retailing

|
d with passion ’

M-Commerce

E-Commerce

Environment +

- R

Timing
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1% .4
S -

g« h -' :1,,
" Wy
e

WWW and (e
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Check-in at store, scan product and get your coupon

Special Offer! : ‘: |
200/0 OFF ""'"—',‘-’-'--  mmen e

_r ‘ -
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Zembitel Summary

delivered with passion |

Multi-Channel is not a future thing.
It is already there and successfully done.

Be aware of key success factors.
And prepare your organization.

Don’t be afraid of cannibalization yourself,
or you will be eaten by others.

Take care that consumers experience
is same on all channels.
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e E-Commerce service company e 350+ employees in
since 1995 Stuttgart (HQ) and Berlin, Germany
e e-commerce projectsin e 100+ employees in Bangalore
30+ countries (incl. Europe, US, e Offering Online Commerce services
Australia, India, Japan) in India and overseas
e Responsible for ... — consulting
— 100+ Webshops — design
— 1.000.000.000+ USD — technology
E-Commerce Order Volume/year, — hosting

— 5.000.000+

E-Commerce Trans=>,

/— shop management

— online marketing (SEO, SEM, SMM)
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. embitel List of our webinars

passion

# 1: E-Retailing - A perfect storm in India

# 2: Essence of Retail e-Commerce and its optimization

e }#3:SEO - More Visibility, More Traffic & More Sales for free?
e #4: Social Media Marketing

e #5: Customer Acquisition & Retention

e #6: Mobile Commerce for Retailers

e #7:Online Retailing using facebook
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Thank you for your interest!

Any questions?

Daniel Rebhorn
dr@dmc.de
www.xing.com/profile/Daniel_Rebhorn

www.linkedin.com/in/danielrebhorn

embitel Technologies (India) Pvt Ltd.

www.embitel.com
www.smarte-commerce.com
www.linkedin.com/companies/embitel
www.facebook.com/embiteltechnologies
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