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Omni-Channel Commerce:
It’s not about Channels -
It’s about your Customer!

Katherine Brodie eCommerce Manager, C. Wonder
James Horne Managing Director, Balance Internet
Bernardine Wu CEO, FitForCommerce

WONDER

Fit mforCommerce
%%Lgrrr‘\%% e imagine 2012

[y} Magento Conference




Bernardine Wu
CEO
FitForCommerce

Fit .= forCommerce’

imagine 2012
[y} Magento Conference



 FitForCommerce
 “How to grow, what | need, how/where to find/do it”
« Team of practitioners who've stood in all shoes

« eCommerce Diligence™

» Philosophy and methodology decision-making diligence

« Strategic Diligence — Multichannel, Benchmarking, eMerchandising, eMarketing, Operations,
Technology, Organization, Financial Planning

« Selection Diligence — Business & Technical Requirements, RFP, Selection of eCommerce solutions
« mCommerce Strategy

« Usability & Creative Design

 Implementation Support

« eOrganization Diligence
* Organizational assessment, design and talent acquisition

« eCommerceKnowHow.com
» First eCommerce knowledge base:

» Best practices, feature evaluations, expert advice and info on 100s of features, functions and topics
« 100s of provider and solution comparative info
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WONDER

Women's clothing, shoes, jewelry, and home decor

that deliver brightness to every corner of life.

Timeless designs with fresh twists, quality at

astonishing value, delightful surprises.

Average price point: $39. &
Founder Chris Burch, co-founder of Tory Burch H = ==
Brand and store launched Fall 2011, e-com H‘ "i’?;'
launched Holiday 2011. v e
NYC metropolitan area stores. 2012 expansion to @ S P

greater Philly, DC, Atlanta, Orange County and SF.

> Elbow Patch Sweater, $78 > Slim Dot Enamel Bangle, $24
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* Opportunity to start with all the toys:
« E-commerce, Mcommerce & Social
« Personalized dressing room experience
* AND mobile POS with email receipts
« Brand spirit - indulgent, easy, personal, warm and

luxurious, rewarding, happy.

WONDER
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James Horne
Managing Director
Balance Internet
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balance
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balance
internct

ail & marketing vpeciatist

Balance Internet is a we
that Is focused on provic
retailers and establishec
market.

0 development and digital marketing company
INng services to traditional bricks and mortar
brands in the Australian and international

We won Magento Asia Pacific Partner of the year in 2010, and have
Implemented over a dozen fully integrated Magneto enterprise
solutions for traditional retailers with physical store footprints in the last

12 months.

| have 3 boys under 10 nicknamed the "Hornado”
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How many are working on,
planning for, worried about
multi/cross/omni-channel?
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COMMERCE

Multi-Channel

Having multiple channels. They aren’t necessarily integrated.
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customers spend
a single-channel
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COMMERCE

CROSS-CHANNEL

Cross-Channel

Starting In one channel and transacting in another.
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Mobile to web
Web to mobj

Catalog to web

WHOLESALE or STORE m

Mobile to store
Store to mobi
Store tow
eb to store

Buy online Pickup Iin store
Buy online Return to store

Social to w
Web to social

Store to social

Social to store
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COMMERCE

CROSS-CHANNEL

Cross-Channel

Starting In one channel and transacting in another.
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WHOLESALE or STORE MOBILE SOCIAL

/
shopping can

Catalog to web

capture

Store to social

Social to store
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In Her Eyes
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One Brand. Omni-Channel.

Many Channels. Many Touchpoints. Many Journeys.

ny'n\ W A C. Wonder
9 . Hom Surprise
2

Stay in touch with C. Wonder

WONDER

Tweets
C. Wonder
G Heading to N
8 P saesisy
. Wonder
G Beautitul fioy

¥ Jars - give ¢
& View photo

C. Wonder
G Many thanks|
& new ikat Nyid

C. Wonder

P
oto

C. Wonder
G Look inside
& class” with thy

& View photo

Search

C. Wonder

13,003 likes - 199 talking about this

Home Decor * Accessories Store * Women's Clothing Store
Clothing. Accessories. Home Decor. Surprises.

ﬁ About - Suggest an edit

‘v‘ = w[ l' I,
resee-. wonder z
I— oy s o .
address.
C. WONDER
GRAND OPENING
= THIS SATURDAY
OCT. 22, 11AM
72 SPRING S

Pinterest is an online pinboard. - )
n 8 Request an Invite » Login
Organize and share things you love.

About ¥ Login

Repins from

C. Wonder

@ ®
E Joy Cho / Oh Joy!
Clathing. Accessories. Home Decor. Surprises. |
WONDER
n Sophie Donelson

L] [ 2 H Emma Kate
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Brand Message

« New cwonder.com introduces and reinforces brand values and
mMimics in-store experience

NEW ARRIVALS  CLOTHING  JEWELRY & ACCESSORIES  SHOES & BAGS HOME & DECOR  SALE

W ARRIVALS CLOTHING JEWELRY & ACCESSORIES SHOES & BAGS HOME & DECOR SALE
. | A =
WEILCOMEF '
4 4 \_d E 4
to the new cwonder.com
NEW FEATURES AND A FEW FUN SURPRISES! START HERE

A FEELING OF...

SURPRISE MiNGLED WiTH

’«\ CAUSED BY SOMETHING
o4

or INEXPLICABLE®
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Channel Convergence

« (Content slots on the grid
shopping pages to tout all

= |
channels (stores, social etc) r } A
and drive brand messages p@“

* Social channels on product T e -
pages
WE'RE A TOWN NEAR YOU!

PINNING!

vy

FOLLOW US ON Dinterest>

o) B (I imagine 2012
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Surprise & Reward

» Surprises throughout the site and in your shopping
experience. Swatches on PDP, OAS spots, Daily Wonder, Gift
with Purchase.

~—
$25.00 - $50.00
$50.00 - $75.00

Shop by Color , ,
™ 0" 4
Blue

Brown

Shea Indigo Collection Mug “
Green $8.00

g PATTERN

Orange

Red

Silver

White

Yellow QUANTITY | 1

ADD TO WISHLIST

Shop by Letter

This mug is just one piece in a stunning collection
of blue-and-white patterned dinnerware that
invites mixing and matching to your heart’s
delight. more...

A VvV Z K X «IT O MO

imagine 2012

Wyl Magento Conference



Shopping Experience
Landing pages give categories

customer on the breadth of e SERIHECOR e

¥ we Love

assortment pelB

Shop by Category

View Al

Shop by feature allows for a ficr W

R DECORATIVE ACCENTS

Embraifored Pillows $44 each

pillows & Throws

curated shopping experience

Stationery & writing

Sports & Outdoors

Shop by Feature 7 A .
New Arrivals JEWELRY/
¥ We Love i

Sale

i/ '
Shop by Category ! ///?’ v/

fiow All
View All

ik S Assorted Eyewear, $68
Necklaces !
Earrings

Rings

Charms

Belts & Buckles

Cosmetic Cases &
Pouches

Tech Cases
Wallets & Key Fobs

» Eyewear

SPCRTES & OUTDOORS
Shop by Price

$0.00 - $25.00
$25.00 - $50.00
$50.00 - $75.00
$75.00 - $100.00 Enamel Bangle Set of 3 Logo Enamel Bangle v Slim Dotted Enamel Bangle
$125.00 - $150.00 : sao ol i 580 _0‘,, . ’240 ‘0_,,
$275.00 - $300.00
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Customer Focused

* Quick shop

MEW ARRIVALS CLOTHING  JEWELRY & ACCESSORIES  SHOES & BAGS HOME & DECOR  SALE

UNIT PRICE:  QTY: SUBTOTAL:

Customer Care

Saffiano Leather Tablet Case %5800 1 558.00 EDIT

* Size, color, letter filter

°
 Streamlined checkout to
SKU: 8395 Call C. Wonder Customer Care toll
elevate customer g
o — Monday - Friday 9am-6pm EST or
o email customercare@cwonder.com
I SKU: 7300
1 ¥ Color: JungleWhite
() ) i
® : Sizes Did you know we have one of the
] S ] S most generous return policies

around? You can return your order

Stripey Boatneck Tee 544.00 1 544.00 EDIT

*REMOTE Returns

Suede Slipper Loafer 598.00 1 598.00 x Rm;[:g P
 (Cross-sells s>
Size: 7
You May Also Like
UPDATE BAG

DID YOU KNOW REDEEM PROMO CODE: \tems in Your Bag: 3
YOU CAN RETURN YOUR Subtotal 5200.00
P U RC H AS E APPLY Your final total will be calculated during QUICK VIEW

checkout. Does not include sales tax or

WH EN EVER YO U LI KEZ shipping & handling.

- Nylon Square Case, Small
CONTINUE 528,00 514.99
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Touch Points

Promotions &
coupons

Store location

Online commerce
Mobile i
commerce

Self-scanning &

self-checkout
Offline commerce

Mobile shopping lists

Mail order
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Cycle of Engagement

« Customers can engage and interact with a brand via all channels and
touch points.

* Providing information about availability, options for fulfillment and ease
of payment across channels will drive purchase decisions and increase

loyalty.
Merchandising

Customer Paths
to Engagement

Online
Store
Mobile

imagine 2012
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Cycle of Spendad

The abllity to reach and captivate your customers anywhere —
and leverage their key influences — can create a cycle of spend.

Cross-channel revenue can be significant

Store

$1B in sales

Web

$100M in sales (10% of store)

Store Web

Web influence of Store Sales*
e 5% of $1bn = $50M

* 10% = $100M
* 15% = $150M
« 20% = $200M

*FitForCommercehas seen 30% at MC retailer
Forrester/Shop.org projects 41% in 2011

Store Web

Store to Web (incl Endless Aisle)**
* 10% of $100M = $10M

« 20% = $20M
« 30% = $30M
* 40% = $40M

**FFC has seen 80% at top tier MC retailer
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Cross-Channel Ownership

« Cross-channel leadership
owns/drives cross-channel growth

« CC owns the ‘single view of
customer’, revenue attribution,
drives CC calendar, content

 These 4 groups must be very
iInterdependent, collaborative and
aligned

« CC is its own entity; not the same
thing as eCommerce but most
closely related and requires same
foundation as eCommerce

 CC should report into a senior exec

Merchandising

N\ 4
Y~ 7
eCommerce
S —~
@

imagine 2012

[y} Magento Conference



Can you Leapfrog?

Omni-channel
businesses must

Revenue Growth / Touchpoints

1st Generation

Marketing
and
Information

© FitForCommerce

evolve to succeed

2nd Generation

Commerce Enabled
 Catalog

» Cart & check out

* Payments

* Fulfillment

Homegrown/Hosted
Manual updating
Scaling issues

3"d Generation

Added Features

+ Site search

* Promotions

* Merchandising

* Cross & Up Sells

» Order Status

+ 3rd party solutions (e.g.,
Ratings and Reviews)

» Basic eMarketing

Product-centric
Single-channel
Limited features

4th Generation

Optimized for online

» Personalized experience
» Guided navigation

* Best-in-class cart & check out
SEO friendly

* Rich media

» Dynamic content mgmt.
* Product data mgmt.

* Web analytics

» Customer intelligence

* Integrated OMS

* Integrated call center

» Basic mobile site

Customer-centric
Merchandiser control
Multi-channel foundation

5th Generation

All Channels Enabled
* Richly integrated
» Marketing
* Promotions
* Pricing
* CRM
* POS
* PIM/CMS
* Inventory visibility
* Cross-channel
web/store/vendor fulfillment
options
* Mobile and Tablet
* Micro-targeted content and
offers by
» Channel
* Preference
* Location
» Social and Blogs
» Search & brand optimized

Relationship-focused
Maximize wallet share
Find and Buy anywhere

Functionality / Customer Engagement
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The Ecommerce Ecosystem Challenge

 Magento enterprise and mobile at the core
* Customer facing channels with direct integration

* Customised applications and extensions to deliver a
USP

 Seamless eBay and mobile device integration via x.com
and Magento mobile

* Client back end system integration such as ERP, POS
and OMS via direct, middleware and/or x.com interface.

imagine 2012
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Ecommerce Technology Ecosystem

To reach complete cross-
channel integration, systems
must be integrated and key

Traffic and Demand
elements such as SKU data,
e dmomEm W
marketing and customer data
| | | | |

need to be coordinated and
able to be shared across and

Order

between all channels

Inventory

Merchandising Management

Management

Product
N Stock
I Price Qty. I

Images

Data Storage/Management
(PIM / CMS)
EOD Store l ‘
Financial
Transactions

ERP

EOD Ecommerce

l Order

Shipment
Orderl I Confirmation

—_—

Pick
Status

—_—

A 4
© FitForCommerce

Financial
Transactions

© balance internet

Please email James Horne at
[ames@balanceinternet.com.au

for a copy of the ecosystem slide
he presented at the conference.
Sorry for the inconvenience.
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Utilising eBay

 Complementary Channel and New Marketplace
« Clearance of “Dusty Stock™ and write downs
« Centrally managed store-based stock clearance channel

* Price differentiation via bundled, configurable or variation of
products

* Integrate with POS or ERP via Magento
* Trial new global markets directly and quickly

/ WAYS MAGENTO CAN HELP YOU: \
 eBay items as new store view, new website or category page
within configuration
Magento and eBay via x.com (or m2e)
Integrate with backend POS or ERP via Magento as an OMS
« Custom eBay store and design — brand or new white label

o
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Mobile and Tablet Templates

* 4 options — IPhone, IPad, android mobile and android tablet
* Over 25% of the traffic for our retailers

» Vary the user experience due to mobile customer
behaviour

« Tablet use In-store as sales aid

* Product Video in-store via mobile/tablet and reusable QR
code.

WAYS MAGENTO CAN HELP YOU:
« Out of the box offering — User agent ID, theme exceptions
 Tablet used in-store to increase sales conversion

\ « Single point of master data via ERP/POS. /

imagine 2012
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Mobile Templates In Play

Weicoms | Log in or Register

|}
I l I l I ' l GODFREYS SErpas sl (/  STORE LOCATOR
C I e a S kI S C O @ THE VACUUM & CLEANING SPECIALISTS VICECS REGISTER YOUR WARRANTY -
- | WAV —-

" AV W “
VACUUM BAGS, vonear .
VACUUM TOP BRAND STEAM & PARTS & SERVICE & FLOOR l wrcanr v [
CLEANERS VACUUMS SHAMPOO ACCESSORIES + | REPAIRS CLEANING TIPS CHECKOUT
GOd I reyS | | COI I l | | au SEARCH FOR THE RIGHT

BAGS
WEB ONLY "N ACCESSORIES
S P E C ‘ AL g SelectBrand  [w

Select Model v

FREE DELIVERY

Recetve FREE delivery
when you spend over

Miele

$99 onlinet
CLICK jers FOR sm/o oFF > LEARN MORE ‘4. J
PG P b
DEAL oF . S
THE WEEK 1 moouc‘rmunonczl:
Few " S fRED Wi Mse Chck here for detaihs
Wine Oroers & Encuines Sam M %om EST7 weekoays Ooue m ‘©- ——— -1
Reguler Prics §129.00 GODEREYS,
F':C:.' :lf’l:)’"-“ ( Speciel Price: $8% 30 Lol
M.l.c.ﬂ LET US HELP YOU MAKE
Mome Mixed ReadWine White Wine & of vur tevinarty Quaftey red wises h Unger §7.50 & belte BEST —
PWQ wibew 0 BNy oiens | Fioor Type stas wow » |
Gifts Labels Fundiaising Recipes Contact WEB T | Health
- 3% Bashet Hamper Puovs Pace PLUS SPECIAL p | Home Size
1 = Special Considerati
: 2 Reguis Price §144 00 % oS
X Bpecint Price 30900 = ( P @ 92% =t
— Add e Gt & : G Sz.h ’
y v : N—— CHOOSE Cl www.godfreys.com.au/: & - 5|
MIELE S7580 UPRIGHT = VAX GATOR LUMINIS BAGLESS BISSELL QUICKWASH by et Rt
HANDHELD PETS @ GODFREYS Log In Account
$499.00 $74.00 $99.00 $199.00 e
SAVE: $500.00 SAVE: $75.00 b Lo Vacuum Cleaners
i susser e SpoesmDned | Segomtued ® ® EEE W g e |
Flews Basket -~ ; oo 49 330C Top Brand Vacuums >
ap—— anaiad t o Godfreys - Australia's Vacuum and Cleaning Specialists
Specisl Price $99 00 Specisl Prce $134 80 Special Prce $133 00 GODFR £ PROUD T
- T hid !’ - - Godtreys are e keading Laouum 3 Cleanihg specialists i Australia and New Zealand. Wi 3 huge range ofvacuum Cleaners 3 steam cleaners, Godireys hae NATIONAL ASTHMA Steam & Shampoo >
ADO 10 CART e ADO TO CART + DUIR eir reputstion on providing QualRy Cleaning products 3t great pricss. I j0u are Jooking for 3 Vacuum Cleaner, Godireys have Many 10 choose from including S%%%%‘%m
" jess \acuums. pet Nair VacULSTs. 353 Vacuums. commerclal vacuums and many more. Wiin over 30 years of experience In Te vacuum cleaner Industry, Godtreys
; 3t 1 an ghe jou great 30402 On D2 D2s! W) 10 CIean every home and oMoe Vacuum Bags, Parts &
Accessories
Coonawarra 7008 Bin Everyday Guafter RED Southern States Red
1 325 Cabernet « VWine Mued Doren Wine 2.00zen Deal Find a Store >
Bonus
f Yoy e 20600
Specrel Prze $38 00 - Specisl Prce $0% 00 — Special Price $144 00
@ ®
Top 10 Customer Top 20 Monthly Offers - Click Here Imaglne
Recommendations Best Sellers List This Months Offers
from Cleanskins com range o Cleanshms com range |U| Magento Conference




Clicks and Mortar

» Store locator system for ROPO

* Product finder or assistant

* Online or In-store inventory availability

* Pickup In-store, online delivery or dropship
* Lead generation to store for high AOV.

* Not just B2C try B2B, B2G and B2SME

4 A

WAYS MAGENTO CAN HELP YOU:
« Custom configurations and modules for physical stores
« Extensions and modules via Magento Connect

« Multi-store configuration within one instance

o v
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Omni Channel Play in Action

Y" Buy | MyeBay | Sell | Community | Customer Support
BOC eBay Store € Vo o

Home = eBay Stores = boc_australia = All Categories

o Clearance e =

A Member of The Linde Group [E in titles & description
O S a I e Welcome to BOC Australia. Enjoy your visit.
HOME ABOUT US DELIVERY TERMS WARRANTY & RETURNS CONTACT US ADD TO FAVOURITES JOIN MAILING LIST
Store Categories
Store home

Gas Welding (20)
Welding Safety (16)
Welding Supplies (28)

B O C A g e n C y Welding Machines (17)
Trade Tools (8)

o Physical store g o

[

E ITEMS LATEST ITEMS REGISTER YOUR WARRANTY

at low low prices. View our latest product range. Register your product warranty here.

SHOP LATEST ITEMS REGISTER YOUR PRODUCT

ABICOR | & BOC )
BINZEL ) Gos G Gears RS ARGOSHIELD

IPRODUCTS S
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The Extra Mile
Pick-up/Return Locally

textbookstop
Usep

JCPenney

jcp.com | catalog

order pick-up | refurns | exchiangs

imagine 2012
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Summary

 Omni-Channel is the eye of the customer, be ready
to engage her

 Many touchpoints with her that convey a consistent
brand and experience

 Cross-Channel sales can be significant

 Omni/Cross-Channel may need dedicated
ownership

 Keytechnologies and operations need to be
supportive and aligned in the ecosystem

* Think how you can go the extra mile
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Q&A

! 4
WONDER b Fit . forcommercem

balance ]

internct
Katherine Brodie James Horne Bernardine Wu
C.Wonder Balance Internet FitForCommerce
KBrodie@cwonder.com James@balanceinternet.com bwu@fitforcommerce.com

+61425 800 773 073.379.7399

Discount code “imagine15”
15% off cwonder.com
through 6/23/12

(03) 9481 2055

Thank You
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