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m ...Kal tou nouAiov to yana!

Connecting the dots to build
customer loyalty
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The story beqgins...

... 1N 1939 on the Voulis street

QUALITY

USTOMER
SERVICE
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.and it goes on and on...

1950: 2"d store (Stadiou street)
1970: 15t Super Market in Greece in Psychlko

CUSTOME CUSTOMER

SERVICE EXPERIENCE

ASSORT-
MENT
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...until today!

More than 300 stores almost all over Greece
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So far... so good with one channel
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Connecting the dots Is easy!
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Connecting the dots Is quite difficult!
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To provide the best
possible customer

experience throughout the
whole customer journey
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Let’s start over

... In 2015
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To connect the dots...

you need to have
dots to connect!
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First of all!

You need to have

assets!
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First and foremost

digital assets!
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+Digital assets
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AB digital

assets
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Web Site @wab.g,

[ O

BaoiAonoudos = BookAsLoT MY SHOPPING LIST
- K01 tou noudiov 1o yoAa!

CLICK2SHOP PROMOTIONS

B

Points & Offers ﬁ

Hunt AB Leaflet
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The joy you
benefit we love food
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AB Plus++ Topth yﬂlf;ﬂs
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AB Food Stonies s ol Lol W

We choose AB for our shopping since we benefit from:

« Big offers up to -50% cheaper and AB Plus points everyday

« Double AB Plus points on our shopping every Wednesday

«» 500 lucky winners win the shopping of the day in 6euros AB Plus vouchers with the use of AB Plus card
every Thursday

Kar xd6e ouvaddayn pe tv AB Plus Siver iwa ermndéov auppetoxn otnv efiSopobiala kinpwan!
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Web Site

™ so00x A sLoT B MY SHOPPING LIST

* 400k+ visits/month -
*1.4m page ViEWS/mont\hle.

* 100k+ e-mails

(35% avg. open rate,
7.5% avg. click rate)

.....

Features: e-leaflet, promos, recipes, store
locator, various info

B DELHAIZE B GROUP




Loyalty Portal

)
&

www.ab.gr

Stors Locator AS Careers ENA Food Cash & Cany Home Dewvery & Sen heg =]

SoarichTor Q SEARCH 5 sookastor B My SHOPPING LIST

CLICK2SHOP PROMOTIONS RECIPES WE PROPOSE RESPONSIBILITY AB PLUS ++

'~ Baoidonoudos

[B -.XQI 10U NoUAIoU 1o yaAa!

AB PLUS ++
JOIN AB PLUS

LINK YOUR AB PLUS CARD
AB PLUS

AB PLUS MASTERCARD
BONUS

AB TOUCH POINT

DINERS

PIRELLI

MY AB MOBILE APP

MY AB NEWSLETTER

AB SOCIAL MEDIA

Link your card Join AB plus!

Link your AB plus card with your web account! Follow your
2 Pl_‘-ls points, see your transactions in detail, update your persanal
information, and find out everything about your benefits!
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Loyalty Portal

™ so00KASsLOT B MY SHOPPING LIST

* 30k+ loyalty accounts
(* accounts linked with AB Plus card)

hoDOINg

' BORTS

Awmaote Bonus otov eautd oas.

Features: link AB Plus card, issue new -
card, access history of purchases
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eShop shos

Store Locator AB Careers ENA Food Cash & Carry Home Detivery & Sienln Help EN
ej ngﬂgggg@gﬁ Search for ™1 BookAsLoT [ MY SHOPPING LIST
CLICK2SHOP PROMOTIONS PRODUCTS & SERVICES RECIPES WE PROPOSE RESPONSIBILITY AB PLUS ++
FRUIT AND VEGETABLES /

>
FRESH MEAT & FISH >
DAIRY & CHILLED PRODUCTS >
CHEESE, MEATS & DELICATESSEN >
>
>
>

FROZEN FO0DS KanwonnBate oto nAektpoviko kataotnpa tns AB
BAKERY
- mNTE%SSPIR"S' POCE DRI, | unnpeoia tn ebopévn xpovikh otiyph apopd tous neddres nou eEunnpetolvial and to katdotnpa twv Mukdv Nepdv, ths EBvikhs, Tou EAdnvikoy,
ou Mepiogot kai tou Xaibaplov.
READY MEALS > gheebdav eEunnpetelote otnv nepioxh oas
BREAKFAST - SNACKING & DRINKS >
BASIC PACKAGED FOODS > RV Tl = TSI TAAST
> ’ 5 : :
:;:‘Lﬁgllgsemy " ioflouBhote ta nopakdtw Brpata yia va kdvete s ayopés aas online Lnv nepintwon énou Sev pnopeite va
CLEANING PRODUCTS - STATIONERY > 1pa 1o B
& HOMEWARE X 3 b ; 3 A katdotnya, oas npoteivoupe va unoPdidete tv
I vdeBeite oto Aoyapiaopd oas n dnpioupyeiote veo Kai dnAwote to TK nou Ba
| PETS > s époupe Tnv napayyedia oas. napayyedia oas péow tns unnpeoias «Anootodh
NON ESHOP > 1Ha 20 oto onfus pe kiik oto www.abhomedelive! f
PROMOTIONS . p ) ! ) ) 3 S ‘ p
lonynBeite ous Katnyopies NPoIGVIwY Kai NpooBEdte npoidvia oto kaiddi oas. o enifloyr «Anootoilfi oto onfu» nou undpxer
1ua 30 oto ndvw pépos tns oedibas
lBeBaicyote Tnv napayyedia oas kai epeis Ba TV PEPOUE OTO XWPO 0as T0
oviké didotnpa nou Ba pas unodeifete. :
o
—-KIVIOTE Us ayopés oas oto AB click?2shop kai e€oikovopnate xpovo yia Ts I
I unonoines kaBnpepivés oas aoxonies! |

Texvitote thpal (@ LEARN MORE

Nl - -

B DELHAIZE B GROUP =



eShop

* 9k+ products
* 700+ active promotions

{TPOVIKO Kkataotnpa tns AB

o On gOi ng rOI I_ out for Att.icamwmwvmummpav,msgevm,muEaanv.mo, .
(will be completed in 10/2015)"

tofifi oto onfu» nou undpxe

Features: shopping lists, delivery slot, cash' &
debit card on delivery, backend integration

(picking app)
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Mobile app
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Baagidénoudos

B K01 TOU nouAioy to yaAa!

| &) npoopopic Il

O

& mobileapp

..K0I TOU nouAioy 1o yada!

m @ Baoiddnoudos Er
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P Eyypapn oto Newsletter
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Mobile app

i \ BaoiAdnovdos g
» 125k downloads ' =

* 10-12 push notifications pe./rl
month

(24% average open rate)

/
: VERSION
Features: promos, recipes, store locator, Q4/2015
various info, newsletter subscrip@fn !
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Info Kiosk

A touchpoint

Neo look

VECQ Kounovia

B DELHAIZE B GROUP



Info Kiosk

* In 70 stores
* 55k+ engaged customers

“Ytouchpoint

- Neo ook
Features: mobile coupons, promos,  V£d Kounovid

print/email recipes, various info
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Soclal Media — Facebook

&) Emerpogn ethv kaAn Staceopn! $7)
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Noto elvar yra oéva to Lsavixsé koharaLd;
__5 Eroipace to xal képSioe povadika Swpa amnd ta AB!

30 tuxepol xeps Swpoernitayég AB akiag 30€, i

Y10 Va EToLpaoo! \ 216 KoAatow!
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Timeline About Alaywviopog Kuviy Noviwy More

B post ] Photo | Video

0 like this Page

ABOUT > : m

Invite fri

RSee q AB BaoiAGTTouAOg
=)
) 2 - . ‘Evag yeuomkog Bnoaupog AB yepdrog BeoTrégieg AiyoubiEg aTTo Ta vnowd
) Xwvakia pe KIpa kai n ouviayn... AB! pac! AVaXGAUYE Ta THO EKAEXTA TUPIG £8G)
‘Eva super KEpaoua TTou Ba EETPEAGVE! Kl TOUC TTIO aTTaITNTIKOUG bit Iy/AB_Mastery_Tupia_Awaiou!
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Social Media — Facebook

NKYNHTI

* 420k+ fans T
* 1.6m+ monthly reach Vo T T

* 524 brand posts (#)

* 305k+ likes, comments,
shares (*)

- 753 requests for customer
support (#)

B (*) HY 2015 DELAIZE BGROUP



Soclal Media — YouTube

W
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AB Vassilopoulos

Home Videos Playlists Channels Discussion About

Kahoxaipivég NMpoogopéc TVC
Kahoxaipivée [p 1,380 views 1 month ago
Kahoxaipivég Tpoogopéc amo Ta AB!
https.//www.facebook.com/ab

hitps.//twitter.com/ABVassi.
http//www.ab.gr/

AB Kuvijyl mmévrew xai mpoogopi  AB Kinijyt méviwy xai Tipoogopiy  AB Click2Shop - Nag va
(New TVC) 7-8/9 OTMOKTHO AB Plus onlir

views - 5 days ag 56 views + 5 days ago 59 views

-

0:28

OYA

AB BAZI z
( 06/10-11/10

IDOP

wews -
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Soclal Media — YouTube

TNKYNHTI
nnnnnn
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* 320+ videos

* ~950k views
(450k views in 2015)

B DELHAIZE B GROUP =



In-Store free WI-Fi
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In-Store free Wi-Fi

* In 30 stores
* Micro location
capabilities

* Analytics
(New & Repeat visitors,
Dwell time)

DELHAIZE #% GROUP -



The benefit of having digital assets
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+Customer Insights

DIGITAL
ASSETS

LOYAL
CUSTOMERS

USTOMER
INSIGHTS
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The next challenge...

Customer

Behavior Mobile
App

L 4

Integrate the assets!
DELHAIZE #5GROUP
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AB Plus
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AB Plus

Customer

Behavior Mobile
App

News-

letter Social
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+Loyalty Scheme (AB Plus) Integration

s mEm mm Em o = = =y

INNO- ﬁ Te)7:\1
VATION INSIGHTS SRBUChIIERS
LOYALTY

INTEGRATION
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After Integration comes...
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+Big Data

ASSETS BIG DATA
LOYALTY
INTEGRATION

/
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From Data to Actions
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From Data to Actions

&8
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From Data to Actions

ANALYTICS o INSIGHTS =22 ACTIONS
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+Analytics

@ |
DIGITAL
ASSETS

INNO-

VATION

LOYALTY
INTEGRATION

gen Em Em —-— e . oy
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Dots connected!

DIGITAL USTOMER LOYALTY

= BIG DATA
ASSETS INSIGHTS INTEGRATION

LOYAL IMPROVE

XPERIENCE

CUSTOMER

DELHAIZE #% GROUP 1
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