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Canal de distribuicao

= Selecao e
organizacao das
Instituicoes pelas
guais a oferta de
produtos se torna
disponivel no
mercado.
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Exemplos de canal de distribuicao e estruturafisica

Fabricas CDs Destinos
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Catfrina 2 Franqueados
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* Venda Direta (Consultoras) \
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bem estar bem

= Lojas e Venda Direta
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= Postergacao

= Padronizacao

= Consolidacao

= Roteirizacao

= Estrategias compostas
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Postergacao

= diminuir natureza de
antecipacao da DF (previsao de

transacoes futuras):

- estoque = antecipacao de
necessidade (tempo)

- deposito local = antecipacao de
transporte (espaco)

= tipos
- postergacao de transporte
- postergacdo de montagem
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= modularizar produtos

= rotular mesmo produto para
mercados diferentes para criar
variedade

= utilizar pecas intercambiaveis

= manter variedade sob controle para
minimizar custos de estogue e
transporte
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Consolidacao

= economia de escala em transporte

= consolidacio por area geografica
- entrega consolidada em local intermediario e posterior
distribuicao
- segurar entregas até conseguir volume minimo
- Cross docking

= distribuicao programada
- limitar entrega a dias pré-determinados

" minimizar pernas vazias
- Backhaul / frete de retorno
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Fornecedores

* Grandes volumes por
fornecedor
* Fabricas especializadas
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Lojas

Grandes volumes por
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Entrega via central de distribuicao
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Central de
s distribuicao =<
Fornecedores :
Lojas
* Grandes volumes por * “Quebrar’por produto Grandes volumes por
fornecedor » Consolidar por loja loja

* Fabricas especializadas
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Centro de distribuicao (CD}

= Armazenamento dos produtos

— Redugao de custos de entrega
(melhora aproveitamento dos veiculos).

acabados para racionalizar
distribuicao.
= CD fica mais proximo dos clientes: AP
— Reducio de custos de transporte: “G:,}I@% »
(veiculos maiores fazendo a AV 5L Ty
transferéncia Fabrica — CD). e n S

— Melhoria do nivel de servico
(estoque que diminui tempo de
resposta).
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Transit Point(TP}

= Func¢ao similar ao cD
em termos de transporte.

= TP fica mais proximo dos clientes:

— Reducao de custos de transporte:
(veiculos maiores fazendo a
transferéncia CD- TP).

— Redugao de custos de entrega
(melhora aproveitamento dos
veiculos).

= Nao ha estoque de produtos.

= Nao requer instalagoes fisicas.
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Cross docking(KD)

= Consolidacao de produtos acabados para racionalizar
distribuicao.
= Nao ha estoques nem armazenagem de produtos.
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Cross docking(KD)

Inbound vehicles

Inbound unloading Outbound loading

Outbound vehicles
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INGLE-
C NEL

= Delivery of a consistent brand and shopping
experience across channels: online, mobile or in
store
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= Traditional retailers are supposed to be breaking
down the walls between their “.com” and actual
store experiences for the benefit of both: buy online,
pick up in store; view in store, buy later online

* Give the customer the shopping experience he or
she wants and now expects. As a practical
matter, “omni-channel” is driven by the rise of
mobile

= Most top S0 traditional retailers in the US say they
are pursuing some version of an “omni-channel”
strategy.

http://marketingland.com/opposite-omni-channel-targets-last-mile-e-commerce-customer-
(c) Claudio Barbieri da Cunha, 2016 service-failure-112164



= I'ORTUNE OMNICHANNEL
Yo T T B ‘

Zara is Going to Install iPads in its

Zara is Going to Install iPads in

° its Changing Rooms

Retail CEOs: e-commerce is Keeping
Black Friday Alive and Well novemsezr 27, ; . - ’
2015 by Geoffrey Smith @Geoffreytsmith DECEMBER 1, 2015, 6:50 AM EST

Why Retailers Should

Embrace the o
‘Omnichannel’ novemger 25

2015

Why Walmart’s same-day pickup
strategy faces long odds novemzer 2, 2015

How do Target and Walmart stack up
in the e-commerce wars? marcH 11,2015

How Neiman Marcus is harnessing its
e-commerce firepower pecemser 19, 2014
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= Zara 1s to 1nstall 1Pads 1n 1ts changing rooms to help
customers select the 1items they want

= The 1dea 1s to allow customers to scan their items on to
the 1Pad
as soon as they enter the changing room,
and then request different sizes or colors to be brought
to them by staff if they have a change of mind.

(c) Claudio Barbieri da Cunha, 2016



Omni-Channel To Omni-Fail: How Target
Went Wrong From Sale To Customer Service

Gap between CMO rhetoric and actual consumer experience on full display.
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= USD 999.99 on Ebay’s Target Store x USD 1299.99
on Amazon



No Target.com

wish list app
mystorev weeklyad giftcards registries Tarpetlists REDcardv fun for Kids. casy for you.
Atlortas Edgew...

= shop ail categories ¥ your cart

free shipping on all orders of $50+ view details

Targot sports & outdoon oxercioe & frnoss treacmills

ProForm PRO 2000 Treadmill $1,999.00

(0) write a review

add product essentials Barn more

$99_OO Target 3-Year Service Plan (covers items $1,000 - §2,500)

add to cart Oversized harding foo appiies ©

f: = » -
1ina in store not sold in stores

[
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The delivery

= Driver Refused to Unload the Treadmill

= When | offered to help him he declined and refused to take
the shipment off the truck.

- | asked him, “what am | supposed to do?” He said | would
have to make another arrangement with the shipping
company

= That evening | received an email claiming that | “had
refused shipment” and to contact the shipper, which I
did promptly.

- | explained what had actually happened and said | still very
much wanted the treadmill.
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https://www.efwnow.com/

The delivery (2)

= | upgraded the shipping to inside the home, which would
reportedly guarantee two people to deliver it, and
rescheduled delivery for December 11 between 1 pm and 5
pm.
- December 11 turned out to be the date that hurricane force
winds and rain were supposed to hit the SF Bay Area where |

live. Schools were closed and people anticipated a
dangerous, major storm.

= | thought It wasn’t going to be safe to be carrying 300

pounds of treadmill down two flights of slippery

exterior stairs.

- So | rescheduled delivery for December 17 between 1 pm
and 5 pm. All this was verbally agreed on the phone and
confirmed in email.
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http://sanfrancisco.cbslocal.com/2014/12/09/hurricane-force-80-mile-per-hour-winds-torrential-rain-forecast-for-what-could-be-storm-of-the-decade/

The delivery (3)

= Jump to December 17 at 3:15 pm local time. Two
hours into the delivery window, I called the shipping
company just to make sure that things were still on

track.

- | was told that not only was the treadmill not going to
be delivered, it had been sent back to the warehouse
in Indiana.

= After admitting their failure, the shipper said there was
nothing more they could do and told me to take it up with
Target. I immediately contacted Target customer service 1n

Minneapolis (it was about 7:30 pm Eastern).

- After telling my story, the customer service rep. (CSR)
got the shipper on the phone with the two of us to
determine what happened.
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The delivery (4)

= We got off the phone with the shipper and the Target CSR
tried to help me. But when she discovered that I had
purchased the treadmill through the Target-eBay store and
not Target.com she said she couldn’t do anything for me.

= She then told me I’d have to contact the Target-eBay store

* The Target-eBay CSR said that the item was no longer for
sale and not available. I replied, “The one I bought 1s
sitting 1n a warechouse 1sn’t 1t? Can’t you just send that back
out.” She said no, “We don’t carry it anymore.”
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