EMAKINA — OMN-CHANNEL EXPERIENCES

ﬁ SUPPORTING
EMAKINA YOUR BUSINESS

Omnichannel
experiences

— In this playbook Emakina shares a curated list
of omnichannel strategies that will help you
among connections between different
channels within your e-business in a short

period of time.




Intro

In this playbook we deep dive into the topic of
omnichannel experiences and we propose various

strategies that you could integrate with your 9 Sto re Locati o n

different channels to link the experiences across
them.

Among other playbook topics such as 9 I nteg rated

personalization and increasing average order value,

enhancing omnichannel experiences stands out I nve nto r
because of its unique way of approaching y
ecommerce.

°
Personalization is the pinnacle of user experience by 9 Fu I f I I I m e nt

tailoring the experience to the customers’ needs.
Increasing average order value results in pure profit

from a retailers perspective. Omnichannel 9 C t

experiences however, is one of the strongest tools to u s o m e r
compete with big, online companies. Having nearby °

stores to connect the online and physical experience S

has powerful benefits to both customers and the e rVI Ce

companies.
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Store Location

Store locator in homepage header.
Product detail page link to locator.
Location Auto-detection / Geolocation.
Filter by: product category/service.
Store opening hours.

Individual store photos.

Save preferred store.

Product search on store locator.
In-store services list.
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Integrated Inventory

->  Real time inventory on saved stores.
-  Display closest physical stores.
- Delivery / Pickup switch at checkout.

Fulfillment

N2 2R

BOPIS - Buy Online, Pick Up in Store

BORIS - Buy Online, Return in Store
Ship-to-store.

Free shipping, with or without threshold.
Two-day / Next-day / Same-day shipping.
Estimated delivery date on product detail page.

Customer Service

22X

Contact info on homepage.
Reserve & test.

Shipping guide.

Live chat.
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Store Location

Omnichannel experience strategies about linking the physical store and the digital
channels. Different pieces of information and data to be placed and presented
using different methods and placed in different locations. Store content seeks to
drive customers to a brick-and-mortar location, for instance by mentioning a local
store or a store event.

Store locator in homepage header.
Product detail page link to store locator.
Location auto-detection / geolocation.
Store opening hours.

Individual store photos.

Save preferred store.

Product search on store locator.
In-store services list.
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Store Location MEDIUM
Store Locator in Homepage Header

Opportunity description Why is this a great opportunity?
-  Placing a Store Locator section at the header in Letting customers know about the closest stores
Homepage that would pinpoint all the stores nearby instantly and how to reach them to accomplish
or ones in a specific area. omnichannel experiences.

How to make this actionable?
1. Determine a mapping system
SPAMMIft oo oo on e oo % 2. Implement all the shops on the map.
— ————— 3. Decide if any filtering mechanism among the
shops is required.

Wd@i ng B . b : _
= M <9 9 G el S : etermine required development efforts.
s W T 5. Create required designs and content slots.
A e o 6. Monitor and analyse results.
LA 9
S, ¥ 0w




Store Location

PDP Link to Locator

Opportunity description
- A button or a section at the PDP to lead the
customers to the shop locator.

— MIZUNO SPARK 5

SELECT A COLOR
BLK/S SRAY

|

FIND A STORE

VIEW FULL DETAILS

SMALL

Why is this a great opportunity?

Strengthening the connection between the digital shop
and the physical one. Giving customers the option to go
for a traditional or a digital experience.

How to make this actionable?

1.

o 01 A~ W

Determine how to link the digital inventory with
the shops.

Configure ruling / scenarios for find this item in a
shop.

Set out the UX requirements.

Determine required development efforts.

Create required designs and content slots.
Monitor and analyse results.



Store Location SMALL

Location Auto-detection/Geolocation

Opportunity description Why is this a great opportunity?

- Geolocation is a technique used to find out the Adapts the webpage according to the location that the
geographical location of the user using his IP customer is present at the moment. The language,
address. Showing the related products and location of the shops, even the content readjusts
webshops. accordingly.

How to make this actionable?

1. Determine which digital services are offered for
Slminedcies 2 which countries.
Determine required development efforts.
Install an APl on the system.
Create required designs and content slots.
Monitor and analyse results.

Now shipping to Turkey

o W




Store Location SMALL

Store Opening Hours

Opportunity description Why is this a great opportunity?
-  Showing store opening and closing hours, also some Stating clearly the information about the physical
other details about how and when can the stores increases the connections between digital stores
customers reach the physical stores. to physical ones.

How to make this actionable?

1.  Collect all store hours and days, if there are more
than one and if some shops give a different
service. (Express, 24/7)

2. Configure the data with the store locator.

3. Implement the store hours.

&) vo Products  Bonus

© Enter an address or 2 code
Now After 20.00 Sunday
AH ToGO X

Rijksstraatweg 40

Q i
Open now unti 150

Summer field 105

a;

Laan van Wateringse Veld 638,

Q Opel W un

Viietiaan 61

@ & Mylumbo v &=




Store Location
Individual Store Photos

Opportunity description Why is this a great opportunity?
- After giving the opportunity to learn about the store, Connecting the customers between different channels
it is also important to show them how that specific not with just information but also with visual feedback.

store looks like, inside and also outside.
How to make this actionable?
1.  Set up a visual content slot for each store

. segment.
| I 2. Take photographs of the stores, both indoor and
= 3 e outdoors.
may” o000 3.  Create required designs and place the pictures

saturday Thegthof May  08:00 - 22:00
| sunday May10th 09:00-22:00

on each store's segment.

Werken bij deze

Jumbo? o
s »

Jumbo Amsterdam h e Mn nm-relsj

Oostelijke Handelskade "™




Store Location

MEDIUM/LARGE

Save Preferred Store

Opportunity description
-  Allowing customers to save their shop on the digital

channels to use it in the future purchases or actions.

Jumbo Amsterdam b o | mijn winket
stadhouderskade ROUTEBESCHRIVING =
Faciliteiten: PARKEREN, STOMERIJSERVICE, ‘ Ophaalmoment reserveren
Stadhouderskade 93 PICK UP POINT, THUISBEZORGEN
1073 AV
Amsterdam Townsend St & Smollet St,
0202801380 Albury, 2640
~ (02) 6048 9900
Ophaalmoment reserveren
aens Q)
»Q
55
@b Treq park =

Make this my store Directions to Coles Albury

Why is this a great opportunity?

Removing the friction of selecting a physical store for
actions that will take place in the future such as
returning, showcasing, or picking up.

How to make this actionable?
1. Creating shop's segments with information and
saving options.
2. Placing preferred/saved shops in the flows that
requires physical channel interactions.
3. Determine required development efforts.
Create required designs and content slots.
5. Monitor and analyse results.

e



Store Location MEDIUM|

In-Store Services List

Opportunity description Why is this a great opportunity?
-  Explaining all the in-store services that customers Creates opportunity for digital channel users to be
can achieve by going there on the digital channels. aware of the services that happen outside the digital

channels as well.

How to make this actionable?

WORKSHOP 1. Configure the in-store services.

' 2. Configure the relationship between the digital
channels and the in-store service, e.g. does it
require a sign up, or payment upfront.

3. Determine required development efforts.

Create required designs and content modules.

- 5. Monitor and analyse results.

e
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Integrated Inventory

Integrated inventory category aims to collect strategies about the inventory data
that the stores have, either online or offline. Connection between these two
channels informs the customers and leads interactions between them.

-  Real time Inventory on saved stores.
->  Display the closest physical stores.
- Delivery / Pickup switch at checkout.



Integrated Inventory

MEDIUM

Real Time Inventory on Saved Stores

Opportunity description

>

Filtering products, on PLP or PDP, with whether they
are available in customers preferred or saved stores.
Real-time inventory filters.

m Product Range v  job advice customer service action

Home > Product Range > Construction materials > Building supplies

_ Ladders & stairs

Availability
@ More information
< | Altrex
(O Instock at GAMMA Amsterdam-Nieuwe
Hemweg (26)

86 results

Color family a=
() Metal (45)
(O cray (16)
(O silver (15)

v show more

GAMMA household stairs 4 steps

GAMMA | | Reform ladder

GAMMA household stairs 5 steps

Why is this a great opportunity?

In order to put into practice the digital/physical
connections, it is useful to show that, the product
customer is browsing fits for that in-store service.

How to make this actionable?

1.

W

© N o O

Configure the stores and products that are
available for this feature.

Ensuring stores are imported into the system.
Implementing preferred store selection.
Integrations to retrieve real-time inventory
information from store.

Configure UX scenarios.

Determine required development efforts.
Create required designs and content slots.
Monitor and analyse results.



Integrated Inventory MEDIUM

Display Closest Physical Stores

Opportunity description Why is this a great opportunity?
- Product availability is important to customers. Brick and mortar stores have a direct advantage over
Displaying local store stock means direct availability pure players. If products are available, you can pick
instead of next day delivery. Products can even be them up right away.

selected on availability on the lister page.
How to make this actionable?

1.  Configure the store locators
2. Implement stores on the digital channel.

Let op: lange levertijd online. Je kunt de voorraad van de bouwmarkt online checken. Meer informatie

Homn »Astimat St 2 Dische | Hrmend douch G rqodche Vo St 10k ThamostiseDachurn 3 i AS k fo r pe m |S S | on to use th e |ocot| on Of th e
e Grohe Regendouche Vitalio Start 210 met
‘, Therm:i:?:ij:he Douchekraan cu StO mers.
359% © 4. Show the closest stores which have the
‘ — )| goemnaomn | [ available products.

Home » Assortiment » Gereedschap » Elektrisch gereedschap > Boormachin

_ Boormachine

.Jo}

< Accuboormachine. Q /oorraad, open tot 18:00

: i -
I
——
Verkrijgbaarheid —_ e
© Meerinformatie ai -
(0 Op voorraad bij GAMMA Amsterdam-W. ——
te Zwij n Compact (48) — u c l‘ I. r—

() Online te koop (11)
O Tehuur @

Meer voorraad in de buurt

Makit DF4STOWE

Makita accuboormachine
DFASTDWEX2 + 70-delige DFASTOWEX6 + 102-delige

Selecteer een andere bouwmarkt
........... t accessoireset



Integrated Inventory

MEDIUM

Delivery / Pickup Switch at Checkout

Opportunity description
-  Giving the options to either deliver the products or
pickup at a store at the checkout flow.

& inogeen v Producten Bonus Recepten Winkels Acties Meer v Q

Belangrijke informatie over online bestellen. >

Mijn lijst 5 ‘Stoppen met bestellen

Hoe wil je je boodschappen ontvangen?
M AH Bezorgservice =& AH Pick Up Poir T AH wink

Er is geen adres beschikbaar

Heb je een Mijn ahn! profiel? Log dan in

Niet eerder online besteld?
Vul je postcode in om te controleren of we ook bij jou in de straat bezorgen

Why is this a great opportunity?
Offering the customers a flexible experience whichever
suits for their needs.

How to make this actionable?
1. Determine if the store has the means for items
to be picked up at the site.
2. Configure the user experience at the store for
picking up.
3. Determine required development efforts.
Create required designs.
5. Monitor and analyse results.

e



Fulfillment
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Fulfillment

Fulfillment content encompasses a brand'’s capabilities to deliver products or
support pickup in any manner.

BOPIS - Buy Online, Pick Up in Store

BORIS - Buy Online, Return in Store
Ship-to-store.

Free shipping, with or without threshold.
Two-day / Next-day / Same-day shipping.
Estimated delivery date on product detail page.

\ 20 2 20 2 72



Fulfillment

MEDIUM

BOPIS - Buy Online Pickup in Store

Opportunity description

- Finishing the purchase online and picking up the
product at the store.

Pick up your order at a Pick Up Point

or have it delivered
wich _, Great
@ Pick up at Pick Up Point

Q Jumbo Amsterdam Westerstraat
102

Choose this Pick Up Point

Choose another Pick Up Point

! g‘ Have it delivered

@ Login to deliver

Why is this a great opportunity?

Widening the options for the customers who wish not
to wait for the delivery or wishes to complete the
purchase online.

How to make this actionable?
1. Determine if the store has the means for items
to be picked up at the site.
2. Determine if the payment online can allow for
picking up at the store.
3. Configure the user experience at the store for
picking up.
4.  Determine required development efforts
Create required designs.
©. Monitor and analyse results.

o1



Fulfillment SMALL-MEDIUM

BORIS - Buy Online, Return in Store

Opportunity description Why is this a great opportunity?
-  Allowing customers to purchase their products Returning might sound bad option, however for an
online but in case of a return scenario, having the omnichannel experience and customer satisfaction, for
option to return it in one of the stores. customers who do not want to struggle with delivery,

returning it to a store eases up the process.
How to make this actionable?
1.  Develop return policies regarding the online and
éétu‘tﬁlgfrs;gggwada> P iIn-store returns.
: GRS il 2. Configure in-store and digital assets for
returning a product.
3.  State the return options clearly on the digital
channels.
4.  Determine required development efforts.
Create required designs.

Returns & Exchanges

d back your items. Your return is usi

RETURNING IN NORDSTROM STORES (U.S. and Canada)
Simply brin like to r

o1

Card.

Please note that boutique returns must be processed in the store in which they were purchssed. 0. Monitor and qng|yse results.




Ship-to-Store

Opportunity description
-  Having a purchased item to be purchased to a
selected store then being picked up there.

Delivery
1. Delivery 2. Review & Pay 3. Confirmation

Collecting From  Croydon Store

Change Collection point or go back to change postcode for alternative address

Croydon Store b

(i) 1 product(s) will be delivered with this order

Delivery cost: £3.95

o, Parcel delivery
Delivery date : 28 May 2019

[, Parcel delivery

SMALL

Why is this a great opportunity?

If the company has more than one stores giving the
customer to choose a delivery to one of their selection
then picking up there is a good omnichannel
opportunity.

How to make this actionable?

1.  Select the stores that can have products
delivered.

2. Implement this data in the digital channels

3. Configure the user experience at the store for
picking up.

4.  Determine required development efforts.

5.  Create required designs.

©. Monitor and analyse results.



Fulfillment

SMALL

Free Shipping with Threshold

Opportunity description Why is this a great opportunity?
-  Offering free shipping after a threshold or without In order to avoid the shipping fee, customers could
one. prefer to choose pickup in store options. On the other

hand, for reaching a free shipping threshold,
customers would be inclined to spend more on the
digital channels.

SHor PRODUCTS < BeEATADMCE PAULA'S CHOICE ( R oon B How to make this actionable?

1. Create experiments to determine optimal
minimum order amount.

2.  Decide pages/locations to show promotions, e.g.
in cart, pop after add to cart, etc.

3. Determine required development.

4.  Create required designs and decide
communication.

5. Monitor & analyse results.

6. Optimize based on experiment data.



Fulfillment SMALL / MEDIUM

Two/Next/Same Day Shipping

Opportunity description Why is this a great opportunity?
- Placing a variety of delivery options including with The speed of the delivery might be the most important
or without extra fee. thing for the customers and the sector, offering

different shipping options with small extra fees could
increase digital revenues also choosing shipping time
will have an impact on how many people will go to the
stores actually.

How to make this actionable?

SHOPPINGBAG Rl caso
_— g s 1. Determine if the logistics allows different
o - H shipment options.
e —— ] T 2. Decide for which products can you offer this

i s 3. Determine required development.
[. ! 4.  Create required designs and decide
e L communication.

iR —— 5.  Monitor & analyse results.

6. Optimize based on experiment data.



Fulfillment MEDIUM-

Estimated Delivery Date on PDP
Opportunity description Why is this a great opportunity?
-  Placing an info module at the PDP that shows an Giving customers an estimation about when their
estimated delivery time for the selected product product could arrive to their homes or the stores affects

their preference on having it delivered or to pick it up at
the physical stores.

Asus F571GD-BQ257T - Gaming Laptop - 15.6 Inch

Brand: ASUS | 4 reviews |8 Share

749" How to make this actionable?

i 0 1. Examine the delivery times in the past
preamuiiensdnranall purchases.

2. Determine the shipping frequency with the

+ In the shopping cart Q Add to wishlist

warehouses.
3. Consult with the logistics.
Determine the development requirements.
5. Monitor and analyse the results.

Delivery options

o




Customer Service
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Customer Services in Stores

The services that the customers would have in stores, such as shopping
assistants, customer service, testing a product and how they can take place
within an omnichannel experience.

Contact info on homepage.
Reserve & Test

Shipping guide.

Live chat.

‘AR



Customer Service SMALL

Shipping Guide

Opportunity description Why is this a great opportunity?
- Having a shipping guide that explains how a It informs the customers about one of the main
product delivery works, also how to ship returned features for online shopping.
products.

How to make this actionable?
1. Determine the shipping steps.
2. Contact with the delivery companies.

3. Design the user experience for both delivery and
SUPPORT TOPICS return.

adidas MEN WOMEN KIDS  SPORTS BRANDS  COLLECTIONS o f

o i » Whati th dlvery ime & cost? 4.  Determine the development requirements.
€5 DELIVERY > iy cantys e 5 Mon|tor Gnd OﬂOlySG the reSU|tS




Customer Service

Live Chat

Opportunity description
-  Offering Live support on the online channels for

customers who require assistance.

Chat Support

Jessica

Hi

w.
there!

Thank you for chatting in today. My name is Jessica. How may | help you?

M

Jessic:

Hello | had

on about your shipping services outside the US could you help me about that?

aw.

Sure, how can | help you today? :)

Ne:

am currently living in the Netherlands but cu

this COVID-19 situation affects your shipping services

1
JessicaW.

1 would be happy to check on that for you! | know that certain countries are being affected, so | will see if the Netherlands is on that
moment. :)

Viite a message

20 10 send us a fle? Just let us know!

‘ModCloth

st for you! Be back in a

END CHAT

40355 PM

SEND

Why is this a great opportunity?
Not every customer can have the digital competency to
find their way around online channels.

How to make this actionable?

1. Determine requirements for live support for your
own system.

2. Provide live support staff.

3. Configure the connection between the online
channel and the live support assistance.

4.  Determine the development requirements.

5. Monitor and analyse the results.



Customer Service

Reserve & Test

Opportunity description
Reserve a product including the option to test the
product with the test facilities in store.

>

Why is this a great opportunity?

Guides the people to the store. Helping people make a
decision by experiencing and testing the product that
online-only stores can not offer. Huge advantage of
existing brick & mortar stores.

How to make this actionable?

1.

Determine the services and products that can be
tested in stores.

Configure the user experience between digital
and physical channels.

Design a Check & Reserve flow including a test
option reservation.

Monitor and analyse the results.



EMAKINA — OMN-CHANNEL EXPERIENCES

EMAKINA
Even now - especially now - there are a lot of opportunities to be found.
Some are simple improvements that should have been in place, others

can be seen as low hanging fruit, but most opportunities need a
change in the way you think about business as usual.

Whatever you'll start doing, you will need to act fast, and availability
of people and plans is critical. We made our most experienced people
available to help you achieve maximum results in this complex time.

This playbook is part of a growing series of publications especially
created to help e-businesses get through Covid-19.

WE'RE HERE TO SUPPORT.

LET’S GET STARTED!
CONTACT US.

EMAKINA@HOME

Your direct contact is Jos Strijbosch

+31 (0)6 10 64 73 74

or send him an email at Lstrijbosch@emakina.n|

EMAKINA Office - Back there soon! )
Danzigerkade 4, 1013 AP Amsterdam, Netherlands

www.emakina.nl



mailto:j.strijbosch@emakina.nl
http://www.emakina.nl

