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« Digital customer engagement= &t 7155}

« “nextgen” & 4l 7143} (Cloud, Blockchain, IoT,
AR/VR, Mobile / Edge / 5G, etc.)

« “Corporate Darwinism”2| Z7} (M&A, bankruptcies,
etc.)

2|E|YaE] / HE
Implications & Actions
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Great Customer Experiences
build trust and brand happiness

ZO0FA|= 2242| J|ch

Multi-Generation/Hyper-
Fragmented/Always On;Mobile First

12 Lifetime valuel| S7t

/
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But bad fulfillment can damage relationships

Pre-
Purchase

Purchase

Post

Purchase
* 2016 IBM Customer Expectations Survey
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2016 IBM Consumer Expectations Study
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Experience #1:

ClobsH S S5t Betsh AAIZH 22 T3

Future supply/demand

Available to Promise

Global Inventory Visibility

KPIs IMPROVED

13



Reverse Logistics / Returns

Appointment Endless

Aisle/
Drop Ship

Ship from

Orchestration / Optimization

Available to Promise

Global Inventory Visibility

KPIs IMPROVED

A

(09,4

14



Experience #1:

ClobsH S S5t Betsh AAIZH 22 T3

Future supply/demand

Available to Promise

Global Inventory Visibility

KPIs IMPROVED

f15)



Single View of Inventory 71 of|

SLIFE ZEMA FFE Tt 7=

ERP
ol E 3| |3 POS, Ftnancléal Sy;tem
» Store Pickup/BOPIS Transfers of Recor
* Ship to Home/SFS IBM Sterli
ZRVE rlin
ERERE * Product Details Page . . g Planning
. Addto Cart Inventory Visibility
\2 Q‘ 'El ol E 2] of o 2= YH0|E Tnventory | Inventory Planning
°° QI ER| |0l 3235 YHolE Plans
eCommerce :
Mobile _ - i
Call Center o > Fulfillment
Store Network ‘
DCs, 3PLs,
No QIHIE 2| 7|2 Vendors, Stores
SIEES 4
e\ kubernetes OMS
cassandra 1BM/ Non-IBM
: —
AA Istio
T

Experience the Edge
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ORDS

“\/e &e able'to sell more without having to buy morgiiventory. That playst
ately earnings.”

— —

Wargint andr

- Jamie Nordstrom, President Nordstrom's Direct
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Experience #2:
M5t SEIQ! 2|t 2|9t CIFsH A S Eot FRAENEH

1BM Cail Contor for Commarce

9 C D
_-— ustomer Details

Jane Davis
Emait address: vajaneB37 Bgmad cevn Taiephona: 2145558300
Evening phone: Mobile phane
Day fax: Evening tax:
Sea all orders creatad
-2 :'y .:;?:;.n::::i e omn ORDER HAS BEEN DELIVERED
Jm W%‘W line(s). :zcu wgtuaér;‘m :ﬁl[ <7 I/:) (}/)
us us ) “ { .
s ontnins : Appointment/|| Endless
o [y (T g [y gy grow—n m—way s o Ship from Deli Aisle/
et g > ® Store elivery isle
Soe ol risiod o Rl Scheduling || Drop Ship
conversations with customer and Hopkintan o 7

notas related fo orders.

ot oM e . W S A £ Orchestration / Optimization
Called Customer Package Delivered

1 N0FIT, 08, ™ 'RATE YOUR DELIVERY
- Available to Promise

i PacSun
| PS 5 PKT DENIM MINI SKIRT
Color: MEDIUM INDIGO

Global Inventory Visibility

size: 27
Quantity: 1
SKU: 756

Shipped to

Tracking

18



Experience #2:
Aot 2EH Sl 21 2 of Ch3E X

APIHEH
291 SQets
4y Higets
Status s, .. Status
— N — N N
—_— —xHi— —_—
ol
7244 P e
Released
Ready To
2T, DY, HID], 3PL, ... Being Picked Ship
—— — —_
NodeZ 22|X & EH|et2 Higets
I
I
X 4wy i
! M EH (r—
1
Thresholds to alert slow !
fulfillment reaction v 2 pickZH] = ch2l
a4 Y — —_— —
e e =
o= 2a|= Pick and hold for 12 Y
Pickup

19
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Sales Order - 23

[ NYE F2/018 ZTEHA ]
S—
-

[ e Sared .

Start Recnipt
Receige I Progress

Unrecere Rl

Ciose Pre Bisceipt

HE TR0/ TN~ ]

Close e macest




Ulta Beauty= 20| Z[CH2| SIEE, &4, AZIHIN,B|HAIHAES
‘ EE RENIZS HB5He RS ARO[, 10000{H Oj4te] ANHHES Sof
N, - Z23|0j0f HE| U AL AHIAE RIZFI 14 DS A S9(0|R} xfst

= =20° [ ]
QAR FEI5KL Ulta Beauty= AHA| IS T E22H2| A|AEIS IBM Order
Management®2} Store EngagementZ CHA|Gt0{ Buy from Anywhere, Fulfill from Anywhere 12|11

U LT A Return to Anywhere AMH|ASO 2 11ZHo| J|CHof| 225t QUL
1,000. 31 70k 215k

sl s 0§ 2! 57 DCOf|A{ oH AlZVE Ed e A L3ERY HE ZE
RI2 ojRHARZ O ZALY FAE= ES




Experience #3:

Ciobet DS Sofl FRHA(RY HiS, HSRIHY

ViewiAdd Notes Related Tasks

o
Amy Tennent Active or
Email address: anmy@yanoo.com Telephone: L H

- Appointment/
o it = Delivery

Cu
o Scheduling
TNt A TEsment e
JLOWER FALLS RO WER FALLS RO =

FALIOUTH, HE 04105
us

Notes  DraMOrders | Omers  Alens | Rewms  Demogiaphics | Acgresses

Order Number Postal Code Address

¥100000402 04105

400000401 04105

100000400 04105 3LOWER FALLSRD

KPIs IMPROVED

A

(09,4

21

FALHOUTH, NE 04105
us

Orchestration / Optimization
] : Available to Promise

Global Inventory Visibility
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Joann% SL| AME HA|E —TLUJUH'_ IJH
K| §&tL|Ct,
JoANN “bolt”Ete|o| A2 RHEHS K| ool 125t

JO‘AN N Management2} Store Engagement, Call Center &5
fabric and craft stores 8 6 2 1 5 O 43
K K

JoAnn stores SKU'’s available Items picked up in
offering BOPIS for BOPIS stores per day

gfull Dlgltal OMNI Channel
ding BOPIS”

Chris DiTullio,
Senior VP eCommerce / OMNI Channel
JoAnn Stores, Inc. Y




Experience #4:

Of&EHLHO|| A HEAME | 4l&5H0 S X Q1 R | D Q| R| Ik

KPIs IMPROVED

A

CcX

23

Save the Ship from

Orchestration / Optimization

Available to Promise

Global Inventory Visibility




Women’s Apparel

Specialty Retailer

:I 2 25712t . o s M
= § 2aimato|H|o
OOI AIRFEE] 124 i * 'd“ 'l )
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Experience #5:
D& Pick-up Z2 IS MH| 2 RIS

Reverse Logistics / Returns

BOPIS Ship from
Store

Orchestration / Optimization

Available to Promise

Pk 10 Each Pk 0l < Add Products to Return

e o~ R o, [ — P

3 products Michslargeio Merss

Global Inventory Visibility

KPIs IMPROVED

25
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“Ship from store will go down in Best Buy history as one of the most important and strategic
decisions that we made because it is allowing us to utilize both our online and our retail
inventories to serve customers.”

o2y 12

(=)
L

CHoH OHE Ol A]

RIS

HE
=

=)
=

s
.

Y =20

50%

~N i

- Sharon L. McCollam, CFO, Best Buy

OSSOl A TRi5ts
Sajol =0

=T

$30+
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Experience #6:
FEA| i (+AR) AFEY YR XY

SAMSUNG g Samsung - 55" Class - LED - NU7100 Series - 2160p $ PRICE MATCH GUARANTEE

- Smart - 4K UHD TV with HDR
Model: UNSSNU7100FXZA  SKU: 6200125 $599‘99

P Was $649.99
$30 delivery as soon as Wed, Sep 12

Need it installed? Delivery + Installation as soon as -

z Add to Cart
Wed. Sep 19 in 01460.
Want it today? Pick it up at Nashua. Appointment/|| Endless

El e Open-Box: from $563.99 Dellvery A|Sle/
Scheduling || Drop Ship

Orchestration / Optimization
Available to Promise

Global Inventory Visibility

See More Options O Compare

KPIs IMPROVED

A

(09,4

27



Experience #6:
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17fe] $—Dro1|x1

CIFet HERS| =& L4
_—
Sales Order
i EI. ]
Transfer Order
[ | |
Sales Order
I =
Purchase Order
= . v .

Work Order

1% Pickup ME
A (#1)

4 Pick upME
LY #5)

AXMS
(Installation)



2L|xi'd Journey — 7 Steps

FUEHDC) ML & BOPIS 29 =2tQl 7o 2 0fY ghE Al & &:
EHoj (Buy Online & (Buy Online & Return to o= Z(CH2t X HIS
(Save the Sale) Pickup In-Store) Store) (Fulfillment) H| & ZX|A 3}

‘ -ﬁ-ﬁ-ﬁ

aX OjEte] BS Mo = DjA XD 2 &880 AnyWhere AA B HE
23510f THoj TES (Source/Fulfill)
o e ¢ b o} (@0 59 1 X 2%
(Save the Sale) (Ship to Home) T e
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Why IBM: Most Experienced
IR 500: IBM OMS Customers

31

Walmeart

that was easy.

TARGET

NORDSTROM

E

WILLIAMS-SONOMA

(Lowes |
[eenney

— .
v Fanatics
URBAN OUTHITTERS

POWER T THE PLAYERS:

4. Wal-Mart

5. Staples

7. Home Depot

8. Costco

12. Best Buy
22.Target

18. Nordstrom

5

21. Williams-Sonoma

19. Kohl’s

27. Lowes
33.JCPenney

38. Fanatics

39. Urban Outfitters

45, GameStop

Abercrombie & Fitch

\’" 1800
flowers....

nler

AMERICAN EAGLE

OUTFITTERS

O Follett

YOOX

HUDSON'S BAY
stnzp
@

@

surtier

lululemon
athletica

47. Nike

55. Abercrombie & Fitch
57.1-800-Flowers =g
61. Cabela’s

60. Guitar Center

63. American Eagle é
70. Follett Education
72.Yoox / Net a Porter
74, REI =

75. Hudson’s Bay Co. / Saks
78. Disney

83. Kroger

;

96. Lululemon Athletica

92. Vanity Fair Corp

¥ CVS pharmacy

&

carter’s

petco g

TORY (3&) BURCH

TI1FFANY & CO.

SEPHORA

DSW

DESTNER S8 WARHOUSE

X

EXCHANGE

<¥BONTON
FOSSIL
CALERES

theVitamin
¥’ Shoppe

NEW YORK & COMPANY

102.

109.

113.

114.

120.

127.

129.

133.

150.

169.

199.

204.

212.

215.

217.

cvs
Bass Pro Shops bhgregg
Carter’s § I“digo
Petco EIE
Tory Burch ) B
new balance
Tiffany & Co. JOANN
Sephora W%
DSW SoCRApiC
AAFES bareMinerals
BonTon Stores % charloHerusse
Fossil é ALDO
Caleres (Brown Shoe) E Y
=C

IKEA
Vitamin Shoppe

New York & Co

227.

246.

273.

282.

284.

291.

313.

416.

418.

438.

479.

496.

B&H Photo
HHGregg

Indigo Books

BJ’s

New Balance 5
Joann Stores é
Tractor Supply

National Geographic

Bare Escentuals

Charlotte Russe =)
ALDO

Genesco






