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Inspirational, forward

thinking thought leadership

"take it to the next level? You are thinking big picture,
D looking to connect more
W strategically with the rest of

| your organization.

Transformers



Presenters

Nic
I'T
Ho

Com

K Peters
Director
mes Oll

pany, Inc.

WE AN NACSSHOW2019

PMAA  OPEN  conexxus X

Steven Rgers
VP Sales

HAVI Global
Solutions



WE AN NACSSHOW2019

PMAA DPET  conexwus X

;1 Outline what retall friction is and why it
needs to be addressed

»»Compare how different companies are
starting innovation projects focused on
reducing friction

cPList the considerations that go into
developing a new customer experience
roadmap
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“Frictionless"

by retailers it
meant ease and less
hassle — quite literally, a
"lack of friction."

ource: Alliance Data's recent study, The Rules of NextGen Loyalty



Source

: Alliance

Data's recent study, The Rules of NextGen Loyalty
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. a frictionless
experience” means greater
speed, personalization, wow
experiences and anticipation
— not just meeting —
consumers’ needs through
Innovations like mobile
wallets, digital recelipts,
kiosks, free and fast shipping,
and one-click purchasing
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WE

* EXpect and
an ideal shopping experience
* 76% only give brands
before
they stop shopping them
* 43% cite a

Customers'
definition of
a frictionless
experience
has evolved

behind for good



WE AN NACSSHOW2019

PMAA  OPEN  conexxus X

73% of consumers think checking out is the
biggest retalil pain point

What Is
the

market

S ayl n g 7 technology would ease the shopping experience

48% US internet users believe scan-and-go

*Sources: NCR; Plexure; CSN Hughes



Frictionless Experience
Framework

Ease of Access

Fulfillment

Multichannel Alignment

Payment Options

Y

Personalization

Positive Friction

_\

Security

Source: Global Data Frictionless Shopping In Retail — April 2019



Positive
Friction...
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with a positive moment of
friction or ‘pause’ to fit the
right experience. Retallers
need to ensure the
process Is right for their
product, price range and
customer base.

Source: Global Data Frictionless Shopping In Retail — April 2019



Positive
Friction...
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* Intervention:

, recommends
complementary products or recalls
previous preferences

« Verification: avoids having purchases to
go through without consideration, offering
responsible customer

with detalls.

« Enhancement: big ticket/luxury
purchases, consumers don’t necessarily
want a completely frictionless transaction,
beneficial for the process of buying to

Source: Global Data Frictionless Shopping In Retail — April 2019
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* Impulse:
, and
items consumers may not have
been considering enhances the

. shopping experience
Positive * Functional: intended pause
Friction... may be welcomed in an offline

environment includes giving

shoppers time to pack products
away for example in a grocery
store where smart scanners can
drive fast payment.
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Who’s Out There? WE

* Amazon Go e

pums No OoHegy,

» Skip: check-out— ‘HJS . i
' T — N i * =
mobile app check WALK SRR
OUt service _ OUT > ~« i
* ZIppin | SHOPPING
- Starbucks |

*McDonald’s
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M c D o n a I d ? s Here’s some of what we’re testing to make that happen...
® F O C u S e d O n S i m p | ifi Cati O n . aI I OW customer interactions ordermk‘fg ipmem ﬁ | equipment i

time for employees to concentrate on |/~
customer experience

* “McDonald’s To Go”: J £
» UK test store “grab-and go” store S A
* Small format location that a7

tests speed of service with
* NO seating
* Bank of kiosks
* Reduced menu

Source: Nations Restaurant News
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The tech you | Connectivity across the
don’t see, | supply chain can be
network, data, | accomplished by addressing
supply chain
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Sense and respond —
Demand sensing
capabillities. Sensors,
smart-shelves, video
monitoring
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Data synchronization —
Sync and correlate your
data. Make right decisions
about products from an
end-to-end perspective.
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Visualization — Use Al
and machine learning
capabillities to sit behind
the data to provide
visually-based
recommendations
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Logistics — Use data to
iImprove shipment planning
and routing of goods, then
Implement cost optimization
to maximize the value of
goods that reach retall
shelves.
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Campaign Optimization —

Take real-time action to
shape demand, such as
offering coupons,
recommendations, or in-
store promotions.
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Digitization — Use
electronic checkpoints to
allow you to see how fast
the process is moving and if
friction exists. Need to know
what is on store shelves and
how fast products are

moving
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Mass Customization —
Provide customized
products for anyone.
Consumers are asking for
the same type of capability
for mass produced products
such as made to order
foodservice
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User Experience —Make
sure that the quality Is
good for every product
and experience and track
user behavior to get
constant feedback and
make it better.
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Who Is Crulizers?

« 26 Locations Based In Chapel Hill, NC
« 2 Fuel Brands

 Stores Located In Rural and Urban Markets

\

26
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Key Takeaways

Evaluating Solutions
Implementation
Process —

Go to Market Strategies

Challenges /
Opportunities

=

27
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Frictionless Solutions

v Help to differentiate from competitors?
v' Is there a market need?
v Adoption of cutting edge technology?

v' Does it fit our branding initiatives? o
"

28



Testing / Deployment

WE AN NACSSHOW2019

PMAA DPET  conexwus X

v Environment Adoption Requirements

v Converging Technologies / Mobile and Loyalty

v Security Implications

v’ Standards Adoption (Conexxus) e,
&

v’ Scalability

29



IT’S TIME TO

SKIP THE LINE.

AND GET BACK ON THE ROAD. |

1. Download the app oF: 40| >
2. Set up your account '*‘F.‘:- goskip.com  @§ P>

3. Skip the line =13

ST,

cruijzers

Go to Market...

30



Employees . v e

TG
| keep telling him X s \% /("
that the $.69 fill up : e T W -
special is for ‘CUPS’ yon P e |

NOT ‘TRUCKS’

Nothing is so contagious as enthusiasm.

-Samuel Taylor Coleridge
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Go to Market Continued...
» Employees are your biggest advocates.

» Took a “friends and family” deployment approach.

» Quick and concise messages to communicate the
program. (Consumer education.)

» The solution is “sticky” once used.

» Building the unigue experience.
32
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*FIRST

YOURE LAST

The Headwinds...
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Challenges...

¢ Customer /Employee Reluctance (Security
Concerns Example: PIl, CCs, Banking Info)

“* “Awkward” feeling with new shopping experience.
“ Unbanked consumers

“ Tech is not a “One Size Fits All” approach

34
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Challenges Continued...
*» Loss prevention

s Cutting edge means no industry benchmarks

¢ Supporting company initiatives along with major
olls

¢ Training, training, training...

WE AN NACSSHOW2019

35
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WE

* You will recelve a short survey
about this session in your emalill

* Please complete the survey for

e each session you attend

You MUST Complete the Survey to receive

presentation slides -



4" Floor
A Building

®

To B

P

Auditorium

Education Sessions are
available for purchase
as a package.

Purchase at Express
Badge Pick-Up, located on
the 4" floor lobby near the
Education Sessions.
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Copyright Notice

The copyright law of the United States (Title 17, United States Code) governs the making of photocopies
or other reproduction of copyrighted material. Under certain conditions specified in the law, libraries and
archives are authorized to furnish a photocopy or other reproduction. One of these specified conditions is
that the photocopy or reproduction is not to be "used for other purpose than private study, scholarship or
research.” If a user makes a request for, or later uses, a photocopy or reproduction for purposes in excess
of "fair use," that person may be liable for copyright infringement.

Disclaimer

The opinions of the contributors expressed herein do not necessarily state or reflect those of the National
Association of Convenience Stores. Reference herein to any specific commercial products, process, or
service by trade name, trademark manufacturer, or otherwise, shall not constitute or imply an
endorsement, recommendation, or support by the National Association of Convenience Stores. The
National Association of Convenience Stores makes no warranty, express or implied, nor does it assume
any legal liability or responsibility for the accuracy, completeness, or usefulness of any information,
product, or process described in these materials.
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