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By Craig Smith
The maturation of multi-channel commerce

More and more retailers are realizing the benefits of multi-channel retailing. Leveraging brand equity in
multiple touchpoints has been proven to drive loyalty and interaction among consumers. With trends
clearly showing the Internet as the core component to pre—purchase research, brick and mortar brands
can ill-afford to take a wait and see approach as it relates to core multi—-channel offerings.

Three core enhancements must be executed flawlessly to have true multi-channel integration:
- In—store associate kiosks

Leveraging the eCommerce store within an in—store environment solves fundamental out of stock
situations, provides a new channel for up/cross selling, and maximizes profitability per square foot.

- In—store pickup

Incorporating buy online and pickup in—store functionality eliminates the barrier of shipping in the online
sales equation. With shipping costs being the number one driver to why shoppers choose to not
purchase online - this initiative help reduce key customer based purchase inhibitors while drive
incremental sales in—store traffic. The solution also provides added convenience and satisfaction to the
consumer, as they no longer have to wait to receive their merchandise.

- In—store returns

Returning products that were bought online, in—store, can bring many back-end technology bottlenecks
to the radar screen. Forward thinking retailers must accurately map their order processing and
inventory data to empower service associates with the data they need to reconcile and close the
transaction efficiently at the POS.

Slow processing and a poor return experience will virtually erode a consumer relationship that was
costly to start and maintain.
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Getting your organization on board with change

Convincing company executives that these initiatives deliver ROl may be challenging, but that
challenge pales in comparison to what is faced in your store network. The perspective change within
the rank and file employees in your organization will prove to be your most daunting task as it relates to
these initiatives.

Within all three of the solutions above, the web transaction integrates with the physical store. The store
is the final piece of the puzzle in all three scenarios, making it the most crucial element to deliver a
proper transaction. If your employees do not execute properly on this level, the result will be an
un-utilized solution, or even worse, a customer perspective that your employees are incompetent.

The key is getting your employees aligned with multi-channel change. This happens by driving two key
operational strategies in conjunction with a multi-channel technology solution.
- Training

Store managers must take the lead in understanding multi-channel solutions, while leading efforts to
replicate this knowledge among customer—facing employees.

Prior to solution launch, be sure to communicate the internal and external value among the manager
base, create a solution handbook for employee questions, and bring managers in to the home office for
a %2 day workshop to become experts right before the solution goes live.

- Incentives

Employees must feel that the web—generated order still has some benefit to them. To drive
accountability, some type of carrot must be given to ensure that employees have reason to treat the
web-driven transaction seriously.

Because in—store employees receive bonuses for comp sales, create some type of awards program for
efficiency as it relates to in—store multi-channel solutions. Or provide a piece of all web sales,

distributed on a regional basis.

Understand the dynamics of your employees — how they work and what motivates them. By closing the
gaps in training and incentives, multi—-channel success becomes much closer to being reality.

Craig Smith is the founder and managing director of Trinity Insight LLC. Trinity is a consultancy that
helps online retailers sell more products within the eCommerce marketplace.

http://www:.trinityinsight.com
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By Melissa Burton

Having the most up—to—date wedding information at your fingertips is essential. Long gone are the days
when you had to drive all over town searching for a list of items. You will undoubtedly use the Internet
to obtain wedding information quickly. While there are many websites that offer wedding information,
the Wedding Channel is one of the more trusted sources for information. What makes the Wedding
Channel such a good source? Let's take a look.

It's true that the Internet is a valuable resource for just about any kind of information you need.
However, not all websites provide information that you can use. The information that is available is
often duplicated and not about something new and innovative. In some instances you will have to
research several websites to find the information you need. The Wedding Channel features articles
about the most current topics in wedding planning. Most of the articles that are available on the
Wedding Channel are written by industry professionals, so you can rest assured that the articles
contain information you can use.

The articles that are available on the Wedding Channel are categorized so that you can easily locate
what you need. Whether you need ideas for decorating your wedding venue or tools for planning your
ceremony, the Wedding Channel can help. There is also a search function that enables you to search
for a keyword throughout the entire website. There is also a directory featuring professionals who can
assist you with your wedding. The directory is organized according to regions, so you simply select
your region and the search returns a list of wedding vendors in your area. If you need to show
someone the list, the results page contains an e-mail feature so that you can easily forward the list.

Who doesn't enjoy getting extras? The Wedding Channel partners with some of the largest retail shops
including Tiffany and Company, Bloomingdale's, Pottery Barn, and Neiman Marcus, as well as hotels.
There are opportunities on the Wedding Channel for you to win prizes through some of these partners.
You can also register with these shops at the Wedding Channel website. In addition to obtaining
special deals from the Wedding Channel, you can also manage all the registries that you have already
setup. You will need to register with the Wedding Channel website and then log in to view your
personal information. There is also a wedding registry guide in this area of the Wedding Channel to
assist you.

Download our excellent discount wedding planning mini—course absolutely FREE at

http://www.discountweddingguide.com/
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