ROLE OF MOBILITY IN IMPROVING THE CUSTOMER EXPERIENCE
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THE UK DELIVERY CHALLENGE

Over 1.1 billion parcels delivered per annum

Over 55% of homes are unattended during delivery hours

Only 50% of consumers supply an alternative delivery option

And only 8% of consumers would be happy for goods to be left without a signature




THE DOORSTEP EXPERIENCE — PERCEPTION VS REALITY

Consumer’s View on Home
Delivery
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the voice of e-retail 7

500 Households
1,320 residents

Performance in the Field —
What Actually Happens?

SNOW VALLEY

inspirational e-commerce

229 Retailers
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UK ONLINE SHOPPING MARKET

1.1 BILLION PARCELS £129 IN DELIVERY COSTS PER

31 MILLION ACTIVE ONLINE SHOPPERS ONLINE SHOPPER &4 BILLIOL\IE:RNA?\IE,\II'B/&RY COSTS
£ 59 BILLION

17% INCREASE IN SPENDING IN 2011 (£ 69 BILLION)
ADDITIONAL £173 MILLION IN FAILURE COSTS

6% MARKET IMPROVEMENT COULD SAVE £400 MILLION

(Hermes have achieved a 94% first time delivery rate with Blackbay)

£1 BILLION IN FAILURE COSTS

A 1% IMPROVEMENT IN FIRST TIME
Consumer £265m 9
DELIVERY RATES COULD 12.14% FIRST TIME DELIVERY

Retailer £239m FAILURE RATE
SAVE £ 65 MILLION Carrier £286m
Untracked £206m
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ay
Empowering Mobile Workers
Delivery - Successful
SPL1009A

Delivery - Successful (Left in safe place)
on Jan 25 2011 at 01:31AM by 'Ffwocs
Williams Dave'.

COMMUNICATION IS KEY

* 83% of customers want consistent and accurate information on the delivery process




COMMUNICATION IS KEY

“96% of carriers didn’t
provide pre-delivery text
notification”

“99% of deliveries didn’t
provide “redelivery

“43% of retailers didn’t
provide tracking
information to the
consumer”

“23% of retailers don’t
provide access to online

“Warning in advance of

tracking”
Issues

option” via text message”

“50% of deliveries
required PoD, only 57%
provided real-time access
to signatures

“1% of carriers notified the
consumer of a carded or
collection point delivery”

SOLD g Blackbay ' @
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COMMUNICATING WITH MOBILITY

y

Receipt of Parcel at
Depot

| .l 02-UK 3G 08:18 99 % [
™ Text message ! Shipment Status

1 of 1

Reference Details Shipment Details Date

Your Order Number Shipped to MAIDSTONE, GB 04 Apr 2011
W266733651
YOUf luuu o 8 parCEI 1S Estimated Delivery Date (Subject t 12 Apr 2011 {Subject to
T Additional Order NUMbBrS — hange) change)
due for delivery by —
11 | [Dd - Current Delivery Status Shipment dispat
(AS ST TIR LY E_n[ll Y M ay YOurPONumber

between 12: ‘48. To Delivery Service

66733651
change the date TEKT 1 fDr Qur Delivery Reference Number

12th Oct 2=13th Oct 3= Signed by . S:\:IS Dgllvery Date
r_ O([ 8151670816 4 Aprll

14 . . .

i Carrier Tracking Number ° Original Delivery

i o ) date was 18-
In transit to final destination - .
carrier details to be updated Aprll H
shortly.
Rl
3 5 L i R

Options

—— —
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DOORSTEP EXPERIENCE

46% of consumers are influenced by the delivery experience in their choice of retailer
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MOBILITY & THE DOORSTEP EXPERIENCE

de/—/%wmtodnh;n‘pﬁ’celm need:ﬁbeslumfr How to find your local
s SO 57 onardl € Parcelforce Worldwide depot

Time Date: .S) g7 /7 Address: Parcelforce Worldwide ~ London West LD
Tracking number Concord Road
& Acton
Customer may not be at El'g:ﬂ:::q& tomorrow (except weekends and bank holidays) lG?QN[E-?..;N Delivery process will
home to sign been taken 1o the Post Ofica® mn—;’» [WJM s e o influence choice of retailer
37% 2« Cf/”’ Saturday  8am-12.30pm : 46%
S

[ Has been returnéd 1o our depol. You can: Telephone:* 10844200 6102

1. coliect your parcal from our depot
2. aranga redalivery on www.parcelforce.com or the number overleal
a) lo the same address free of charge
b) to a local Post Office® branch for a £1.00 fee
c) to a different address for a £5.50 fee.
if you are collecting your parcel, please allow 1 day.
You will nead to bring this card with you plus a form of identification.

@)& (eC pM-«D'DSL

[ Refused because

check the front of this card to
confirm the location of your

parcel.

IMPORTANT NOTE : Please

[1 No-one was availabie

“no retailer brand was
represented in the
doorstep process”

“100% of drivers did not
insist on delivering to the
addressee”

“only one driver followed
specific instructions”

v Secure PIN v Time/Da v' Delivery Rules v’ Branded Screen
v ID v’ Image Ct v Compliance v Branded Web
v’ Special instructions v’ Progress v’ Survey
GOLD M .
DELIVERY
Source: IMRG & Blackbay Consumer Delivery Survey 2011 %1/ vy "m Emfjeﬁgtﬂaxm QJ



BLACKBAY

RELIABLE 3,000,000 deliveries managed per day

SCALABLE 65,000 mobile workers managed per day

1,000,000 signatures captured per day

*available in real-time

ROBUST

94% first time delivery rate

PROVEN
*6% better than industry average

@ SNOW VALLEY

HOME
DELIVERY IN
THE UK 2011

Nigel Doust, CEO, Blackbay

e. nigel.doust@blackbay.com
p. +44 7899 064 699

w. www.blackbay.com

INTERNET
> DELIVERY
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FLEXIBILITY AND CHOICE
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- Optionto Access 10
provide online
spe.cmc order
delivery

tracking

Source: Snow Valley & Blackbay Doorstep Experience 2011, IMRG & Blackbay Consumer Delivery Survey 2011
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