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Canal de distribuição

▪ Seleção e 

organização das 

instituições pelas 

quais a oferta de 

produtos se torna 

disponível no 

mercado.

3Aula 4 – Distribuição física / Estrutura da 
logística

Indústrias

Atacadistas

Varejistas

Consumidores

Produtos 
agrícolas, 
industriais  
e
matérias-
primas





Canais de distribuição
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Exemplos de canal de distribuição e estrutura física

6Aula 3 – Nível de serviço

CDs Destinos

São Paulo

Maceió

27 Distribuidores

2 Franqueados

44 Distribuidores

80 Canal Indireto

10 Franqueados

24 Distribuidores

161 Franqueados

‘

Clientes (1.074)

Clientes (7.750)

Clientes (1.663)

Clientes (1.475)

Fábricas

Salvador

Porto Alegre

São Paulo

Campinas

Belo Horizonte

Santa 

Catarina

Rio de Janeiro

Maceió

Clientes (218)

Clientes (584)
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Canais de distribuição

▪ B2B versus B2C

▪ Diretos x indiretos
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Novo canal (venda direta)

Fonte: https://www.ze.delivery/?gclid=EAIaIQobChMIjKHl0ozo8AIVqwaICR1UIwhbEAAYASAAEgJ6JPD_BwE



Fonte: https://www.ecommercebrasil.com.br/noticias/ze-delivery-se-volta-ao-comercio-especialista-e-fortalece-marca-nacionalmente



Fonte: https://distribuicao.abad.com.br/industria/ambev-e-beam-suntory-fecham-acordo-de-distribuicao/
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Cosméticos

▪ Venda Direta (Consultoras)

▪ Lojas e Venda Direta
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Sorvete Kibon
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Funções de um canal

• Promover/estimular vendas

• Fazer promoção/divulgação

• Negociar preço

• Cobrar/receber pagamento (cigarro)

• .....
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Omni-channel

• How do you do when you need to buy a new TV?

• omni-channel is driven by the rise of smartphone

• .com x stores 
– buy online => pick up in store; 

– view in store => buy later online

• Most top 50 traditional retailers in the US say they 

are pursuing some version of an “omni-channel” 

strategy.

Fonte: http://marketingland.com/opposite-omni-channel-targets-last-mile-e-commerce-

customer-service-failure-112164
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Omni-Channel

• Delivery of a consistent brand and shopping 

experience across channels: online, mobile or in store
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Omni-channel

• 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 50 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-

service-failure-112164
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Key points

• Zara is to install iPads in its changing rooms to help 

customers select the items they want

• The idea is to allow customers to scan their items on to 

the iPad 
– 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.



Fonte: https://marketingland.com/opposite-omni-channel-targets-last-mile-e-commerce-customer-service-failure-112164
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• USD 999.99 on Ebay’s Target Store x USD 1299.99 on Amazon

As A

s
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On Target.com 

Not Ebay’s Target
Fonte: https://marketingland.com/opposite-omni-channel-targets-

last-mile-e-commerce-customer-service-failure-112164
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What happenned at the delivery?

• On December 8, a delivery truck showed up at my house. 

The driver didn’t have an assistant and complained that the 

treadmill was too heavy (roughly 300 pounds) for him to 

unload by himself. When I offered to help him, he declined 

and refused to take the shipment off the truck. 

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

• That evening I received an email claiming that I “had refused 

shipment” and to contact the shipper, which I did promptly. 

– I explained what had actually happened and said I still very 

much wanted the treadmill.

https://www.efwnow.com/
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The delivery (2)

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

• I thought it wasn’t going to be safe to be carrying 300 

pounds of treadmill down two flights of slippery 

exterior stairs. 
– So I rescheduled delivery for December 17 between 1 pm and 

5 pm. All this was verbally agreed on the phone and 
confirmed in email.

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/
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/
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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. 
– I 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 in 

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 is sitting 

in a warehouse isn’t it? Can’t you just send that back out.” 

She said no, “We don’t carry it anymore.”
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