— .‘..' g

ENHANCING THE CUSTOMER EXPERIENCE THROUGH

White Glove Delivery
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Agenda




BuildDirect Marketplace

Looking for More Products?

Wood Flooring
Laminate Flooring
Hardwood Flooring
Engineered Hardwood
Bamboo Flooring

See All Wood Flooring »
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Tile Flooring
Ceramic & Porcelain Tile
Travertine Tile

Marble Tile

Slate Tile

See All Tile Flooring »

Decking
Composite Decking
Wood Decking
Deck Tile

Deck Railings

See All Decking »

Qutdoor Living
Outdoor Furniture
Cutdoor Kitchens
Outdoor Accessories
Landscape

See All Outdoor Living »
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Building Materials Landscape Kitchen & Bath

Wall Tile & Mosaics

Vinyl Flooring

Stone Siding Pavers Vinyl Plank Flooring




Data & Machine Learning

Using models to gain insights on what customers want & what they need
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Models (Algorithms) Insights
Data Customer wants & needs
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Every Customer Interaction Customer Preferences
Types of products Time
Delivery options Budget

Delivery locations Service Options



T ki e LR =4 A




Deliver the vision with white glove services

Develop actionable Build strong programs with Deliver a superior customer
insights services partners experience
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éilly Beane

GM of Oakland A’s
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LOOKING AT THE GAME DIFFERENTLY!

What kind of team should you build?

High Batting High On-base
Average Average
& Opportunities
Good Batting
Average

Conversions
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Wins Wins



GETTING THE RIGHT BALANCE

High Battin - s
iverage ® Statistical Models
High On-base
Average
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Use insights to predict & recommend the best delivery options

/" Price @©
/ O
/ [
(\—-» @ @= == =)
\ :
\ Time
\%ensitivity

Big Data

Customer
0 Satisfaction

Data Analysis Customer
Feedback Locations



Heavyweight & Service Challenges




Heavyweight & Service Challenges

Consumers increasingly control/decide how and when they shop,
purchase and receive their orders.

Customers have increasing expectations on delivery - Speed,
flexibility, security, services and cost

Despite large/heavy item complexity - shopper expectations
remain high

Over 70% of shoppers expect to receive the same level of delivery
experience regardless of shipment size



Heavyweight & Service Challenges

Our average order is about

1500Ilbs

— This is equal to approx 1 Black Rhino




Heavyweight & Service Challenges

Can’t just leave it at the door
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Heavyweight & Service Challenges

Parcels Large Products

13 ™ 1 1T hour

1 person delivers 2 people deliver

Signature rarely Order acceptance
required required
Some Lifting Heavy Lifting
Limited Unlimited liability issues due
liability issues to in-home delivery and setup

Heavy scheduling
and rescheduling

Limited scheduling
ﬁ and rescheduling
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‘ Heavyweight & Service Challenges




‘ Heavyweight & Service Challenges
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Heavyweight & Service Challenges
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High Rise Customers




Heavyweight & Service Challenges







The Phases of the Delivery Experience:

0-0-0-0 |

Excitement Anxiety Disillusionmen Acceptance
it



Customers want and are willing to pay for Value added services

* Consumers increasingly make their
buying decisions based on delivery
options

» Greater customer delivery

expectations are being set by Amazon
and Uber

e But also by non-industry companies
like Dominoes Pizza
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http://www.terrapinn.com/conference/home-delivery-world/Agenda-day-2.stm#a4cD0000000Huvy

Customer Experience

‘PIZZA TRACKER

OROER PLACED : DELIVERY

r ;I’OU BOT_ﬁER ASSEMBLY - your oRDER WAS BOXED FOR DELIVERY AT 12:37 PM

YOUR LOCAL STORE: YOUR ORDER DETAILS: RATE YOUR DOMINO's

Contact your Domimo's with I Smail (107} Hand Tossed Pizza umn yaut plm arriva; heli us how it was.
any questions: Extra Cheese; Sauce, Peppane, Batan Saroge

R : 1 Chicken Kickers

262 S Main St | 2Lher Coke * * * *
Anny Arbor, M 48103

K 332.1111 AE MERMIE. Je dr % dr ¥y




Recommend the best customer options - reduce purchase anxiety

Delivery Options

VALUE STANDARD BRONZE SILVER GOLD PLATINUM
Deliver Curbside Curbside Inside Home Room of Choice Inside Delivery & All-Inclusive
Servicez Residential Delivery Residential Entrance Drop- Delivery Packaging Removal Delivery &
(less cost/longer lead Delivery (faster Off Assembly
time) lead time)
Delivery across
the first x x
doorway/ garage
Room of choice
delivery x x x
Unpacking x x X X
Packaging
removal x x x x
Light Assembly X X X X X

Make it easy for the customer to understand -
avoid acronyms and industry language
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Enhance the customer experience beyond the vision

Pallet and packaging recycling Re-use and/or re-purpose
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: perience
ides insights on the delivery ex
k provides insig
Customer feedbac

Measure & trend your NPS scores

: ' iders
h Se rVI Ce p rOV | 10 Feedback Submissiong (9 Promoters, 1 Passive, p Detractors)
Share feedback Wlt MMN‘M‘!SMS!-S
| Daily Customer Feedback Siosen e
: Cnnomnrscrviu 100.0%
| Net Promoter Score o

| Order Feedback Customer Details
| |[orderm Customer Service: 45 . Gary Simard
| 2513891 North Branford, c1
| Shipping Service: 4/5
Inveice Date Account Owner
| 11/09/2016 Product Rating: 4/5 Not Set
| Product: Laminate 12mm Exotic Wide Plank Collection 10079693
| Delivery Date Value: 4/5 Lifetime Spend
| 22/09/2016 Quality: 4/5 $387
| As Described: 55
| Order Amount Primary Product on Order
| $387 Laminate - 12mm Exotic Wide

| Plank Collection Papua Ebony
| Sales Rep Promoter Score: 8/10 Ng hassie ang Product as advertised, Pickup was easy and {10019&03}
| Online Sales saved us half the Pprice of the flogr Tropical - r’_‘lanbuty. N

Other Commaents: Carrier

| Terminal Delivery - LDL Satellte
| Order 1D Customer Seryice: 5/5 Stefano Alessandrin
| 25359489 DENVER, co
| !ﬁiupdll' Service: /5 Two baxes Were damaged, byt the customer service
| Invoice Date promptly sent replacements) Account Owner
| 20/10/2016 Not Set
. |e | Product Rating: 45

Mornlng Report Examp | | Delivery Date pcr Engineered Hardwood - myth Birch Collection 15053799 Lifetime Speng
| 04/11/2016 Value: 45 $1,825
| Quality 45

| Order Amount As Described 5/5 Primary Product an Order
$1.825 Comment: The product Was a5 expectec floating Installation was fairly easy, Enginesrad tisss ;¥

Olueing and taping the boardy ic painfull... but rm satisflod b Hh e o
Sales Rep
| Online Salae



Heavyweight Delivery Services - What you need to do

1) Make it easy

Use simple self-service tools - 60% of consumers prefer to be in control

2) Translate confusing messages
Use simple language that customers can actually understand.

3) Use insights to predict and recommend services to customers
Customers will pay for value added services

4) Be Proactive
Customers understand that “stuff” happens
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] BuildDirect

Marcus Arbelbide

Vice President, Supply Chain Solutions

Phone: 1(855) 727 4283
Marbelbide@gatewaysupplychain.com
BuildDirect.com

gatewaysupplychain.com
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[ BuildDirect

Discussion &
Questions



	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28

