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Aim of Presentation.

1.Analyse the development of Mothercare’s E-
Business model.

2. Highlight Strengths and Weaknesses.

3. Explore how satisfied customers are with
Mothercare’s online store.



Introduction

= ‘Our mission is to meet the needs and aspirations of Parents and their
children worldwide’ (Mothercare Mission Statement)

= UK’s leading retailer of Products and Services for expectant mothers,
babies and children

= Mothercare has four Channels of Growth, we will be focusing on Direct (E-
Commerce Side of the business)

= Online presence has developed into a major driving force, Retail Stores
are becoming Showrooms

= (Business Online = over 20% of Mothercare overall business.)



I I:l 2. History and development
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History

" Founded in 1961 by Selim Zilka, first store in opened in Surrey
= Offering “everything for the mother-to-be and her baby”

= Moderately priced products: Maternity wear, infant and children’s wear,
buggies etc.

= However Mothercare have suffered many downturns since then



What went wrong?

= Failed to innovate
= Unsuccessful implementation of ICT systems

" Increasing problems with stock control, product availability and poor
customer service

= 3 profit warnings with an operating loss of £10.4 million in 2000
= Competitors seized the chance by introducing new merchandise for infants

= Strategic and operational decisions were made



Recovery plan & development

Roadmap to recovery

Stabilisation
Long Term Growth

Dec May May May May May
2002 2003 2004 2005 2006 2007
e Distribution e Store proposition e Intemational
e Cash e Product & sourcing e New UK store development
e Trading e Supply chain e Direct

e Infrastructure

e Customer service

* Primarily had to restore flow of stock to stores (supply chain)

= Costs needed to be controlled

= Infrastructures re-engineered progressively

= Crossover to a multi-channel retailer — Revolving their business around
their website with their catalogue and stores

= Continuous improvements in product range



Recovery plan & development

= Launched website in 2000, with marketing revolving the website

= By 2008, they introduced web-enabled store strategy
Web sales rose by more than 78 per cent rising to £85.5 million

= All due to their multi-channel strategy and greater integration

" In 2006 Mothercare moved to Amazon’s e-commerce platform



3. Mothercare’s Business
Model
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Business models

= Mothercare has transformed over the last nine years, using a variety of
models and re-engineering their infrastructure and business processes

= Started as a bricks & mortar , Now a E-Shop
= Tapped into the market and now also uses a content-provider model
= Principally a B2C model, also using B2B on buy side

= Operates under cyclic functions — business functions are always maintained
daily



E-Shop- Main features

Mothercare use a ‘push model’ - Revenue model based on sales of goods

Provide the mechanisms for secure purchase ordering processing

Large selection & product browsing enabled with multimedia

Integration of business functions both front end and back end

Customer profiling & customer service

Delivery of products



Content Provider

= Gurgle.com part of the Mothercare brand

= 45,000 registered users

= Expert source of information and engaging content for expectant parents
through ‘e-newsletters’

= Building an online community

" Great marketing strategy

Win
a Britax B-SMART pushchair
with gurgle.com

Login | Siany
m News Advice Tools & Calendars Baby Names Guides Competitio

Baby stuff made simple

gurgle.com [B ritax
P

N [ IO NN
Trying Weeks Pregnant Birth Baby Toddler

Home > Welcome to gurgle!

| search for.. search ¢
Hello, Welcome to gurgle! -
sugle Q) AVEI T é ‘k
gurgle is the web's friendliest Partners: ygthercars

,,,,,,,

community for first time parents. . femd

Whether you're trying for a baby, pregnant or dealing with toddler tantrums, Sign up for your week-by-week email
we provide great parenting knowledge and tools, big-sisterly advice as well as on your pregnancy or child's development
lots of fun topics for discussion in our chat forums.



Business model overview

Infrastructure Sales Customer

Manufacturing
Order & Payment

Inventory/data management,
CRM, warehousing &
distribution

Suppliers

Customer

: relationship
warehouse

(outsourced)
Kewill




I Izl 4. Mothercare’s Value Chain
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Value Chain

" Primary activities Secondary activities
= Delivery/Transportation made through outsourced Forecast management
companies (4 working day promise) Free on all UK orders Improving product
over £_50 Procurement (sourcing)
= |ogistics

= Purchasing and sourcing of goods from abroad

= Mothercare manufactures 85% of their products
= Selling and advertising of products

=Offline processes — customer service

People (human resource management
Technology Development

Logistics

Corporate infrastructure

Procurement

Sourcing,
distribution, delivery

Suppliers
siawolisn)

After-sales service

Operations Sales & Marketing

Manufacturing, S Online/Store/catalogue Phone, Website




I Igl 5.E-Process of Mothercare
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E-Process

Mothercare has to do two things to ensure that it continues to turn growth into profit.
1. Retain current customers
2. Attract new customers.

Mothercare E-Process includes:
1.Having software to convert business activities into electronic format

m  Search tool > Current Customers can find items.
= Check Out/Payment > Customers register once



E-Process

2.Having a Customer Relationship Management System (CRM)

= Benefit for Customer: Personal Profile Page , Track Orders, Have Items
recommended to them.

= Benefit for Mothercare: Build customer profile, Display selected products
beneficial to customer, eventually lead to higher sales

3.Electronic Links
= Third party companies, After Sales and Advice



E-Process

4.Project Management/Delivery

(Electronic Data Interchange) > Transmission of Data between organizations
electronically

B-2-B

=  Mothercare’s Kewill EDI / delivery notes and invoices (180 suppliers)

B-2-C
= Customers able to preview items online before buying
= Have a Unique Order ID to for delivery purposes

= Kewill EDI used here to dispatch larger items from manufacturer straight to
customer



6. Website design &
technology
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Website design

= In 2006 Mothercare moved to Amazon’s e-commerce platform for their website
= Improved functionality, speed, reliability

HE | SWIT YT | SHUPPIIY UaSREL | 1y aLLUULIL | 1y WISTT ST | YuLiust | e

login | register . 0 your basket

Design mothercare

all departments ‘z] Item/Catalogue no. m

u Dy n a m I C X h t m I p a ge S/CSS maternity pﬁgz?lfa?rs nursery soats | clothing bathing feeding  bedding be::(lir%i)m t?;¥f515& saclfe‘a?gﬁ:;& seanéi‘::i'e;:&
= Website tied in with
midseason hurry.. while stocks last B
\ —

catalogue aiming for same e b g e s
and don’t forget our other great offers in...
‘look and feel’ SLE

do my bestto help you

pushchairs » clothing » your questions.
. . save up to car seats » ;nole.rni!y > —
. d email signup
. Malnly tEXt_based and emphaSIS half prlce ;:rds::'l'ylg’b ::/s":g ' We'llslen;youuoﬂers,newproduas

and advice once a week.
see all sale and offers »

your email address.

on functionality
= Java-script-driven dynamic menu  RERDRVER enalodes oversioosss  TRROVISE vevonpeseaencrorce | )10 &) wiovwecon:
= Embedded flash animation clearance shop

ast chance to grab a great bargain »
save
£500 i first time mum
— essentials
o v N o C 4 shop now »
Trenton travel system Maxi-Cosi PrioriFix ISOFIX |l Whitehaven collection Silver Cross 3D pram
was £280 now £230 was £270 now £170 £500 plus % price matiress was £325 now £275

see all » expectant parent events
AT




Online security

*Mothercare facilitates secure electronic payment and delivery of product
*A ‘login’ facility used to indentify customers

*Secure server software (SSL) encrypts information

*Email address and password as ‘authorisation tokens’

| am an existing customer | am a new customer
e-mail address e-mail address
password We need your email address to send you your

order confirmation.
We will never share your details with anyone
else, we promise.
forgotten your password?
signin » You will set up your account password during

the checkout process.
continue »

We will never ask for a customer to confirm any account of credit card details via email,
please do not respond to any you receive. View our Safe Shopping Guarantee.

® Copyright Mothercare UK Limited 2011 Call us on 0844 875 5222 Mothercare UK Limited (a private limited company).

Registered in England no. S33087. VAT Reg no. 440 6445 66

Registered Office: Cherry Tree Road, Watford, Hertfordshire, WD24 6SH



Checkout facility

Checkout facility
= Same encryption process (SSL) used for checkout
=" The need for customers to trust the organisation

mothercare

‘ checkout: ogin/registe delivery options .-B payment options confirmation

shop with confidence

select a payment method

» Mothercare is a member of
select payment method The Internet Shopping is
[ gl = ¢ Safe (ISS) programme

pay with new card credit card number cardholder's name card expiry date
@ | Mothercard MasterCar E| Nicole Roberts 3 E| 2011 |Z|

you will add your billing address on nextpage (SIS

© Copyright Mothercare UK Limited 2011 Call us on 0844 875 5222 Mothercare UK Limited (a private limted company).
Registered in England no. 533087. VAT Reg no. 440 6445 66 :
Registered Office: Cherry Tree Road, Watford, Hertfordshire, WD24 6SH



7. Strengths and Weaknesses
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Design Strengths
and Weaknesses

Strengths:

= (Clear White Design, Welcoming for Users

= complimentary colors for action buttons

= (Clear distinction between Browsing and Checkout Pages

= Simple navigation feature in place. (Hover Feature, Less Cluttered)

= Layout:The visual Show reel does well to capture the attention of the customer,
showing the top deals and savings.

home | store finder | shopping basket | my account | my wish list | gift list | help home de”vew
welcome back, [Nl your basket

68

th st fems £10,906.97
(notyou?) i £10,
mo ercare your address book
all depi 4 ltem/C: no. m Kew

Unit 1a, Richmond Retail Park
toys & sale, offers & services & Mortlake Road
gifts clearance advice Kew

Surrey , TWS 4AD

oce expert advice delivori‘oliissioel

prams &

maternity pushchairs

nursery s::{s clothing bathing feeding

Britax
~ /; I'm Carrie your customer
| e AT find a Mothercare store to collect your order from: .
save u p to £50 \ = question below and 1l do town, city or postcode: store collection options:
Britax Duo o7 WD Some Mothercare stores are On the next screens you will
on BrltOX car Seots Plus Isofix your questions... unable to accept collection orders. éelﬁmcg Mtlam:ergare Sllll)l'e.
wes £21990 |y ollection is free on all orders

see all » now £169.99

email signup

We'll send you offers, new products
and advice once a week.

your email address. You will choose a Mothercare store on the next page

a mm. mm. a
1ZiPls



Design Strengths
and Weaknesses

Weaknesses:

= Home Page: first time expectant woman, the use of so much information on the
first page could seem daunting

= thereis no automatic logout.
= noinclusion of a password strength bar

top offers mum & baby essentials clearance shop * REQUIRED FIELDS
st chance to grab  great bargain »
500 * First Name: [

. c |
Last Name:
o - \ E) o @
Trenton travel system Maxi-Cosi Priorif 1 x ISOFIX ‘Whitehaven collection Silver Cross 3D pram
was £280 now £230 was £270 now £170 £500 plus % price matress [l was £325 now £275

first time mum

* Email Address: | * Re-enter Email Address: |

Protect your information with a password
This will be your only Mothercare.com password. Please select a password that is more than one character in length and

cannot be easily guessed.

* Enter a new password: [+ * Confirm Password: |

fantastic savings

Mothercare strollers

= =

to save ET - .
2" £200 [-] . SR The Little Helper
il noveseo KU1 e R et c s

little overwhelming which is why
we've put together some handy
lists to help guide you along the
w

reat deals B
2 4 make silre)ou dowElrun

(ids sleepwear Gerge Snoozie sleeping bags wavel cots
- + mums love for babies...
|4 . A @ + wums love for toddlers...
’ \\“” + babys first holiday cheeklist
e\ kil = o .




Business Model
Strengths and
Weaknesses

E-Shop Model has an advantage over stores that are solely retail based, and stores
that are solely online based.

Synergy of Catalogue > Store> and Website enhances business operations

Strengths

= A broader online product range

= Leveraging Existing Customer Base
= Improved Trust

= Global Presence

Weaknesses

= Lack of face-to-face Help

= Return Policy

= Lack of Mobile Presence



~ 8. Customer Satisfaction
Survey
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Customer
Satisfaction

The questionnaire focused on:

= Design and Layout

= Usability and Interaction

= Information and Content

=  Order Payment and Security
= Delivery and Aftersales

Survey Posted on Gurgle.com Mothercare’s Social networking site.
* Number of Responses 25

e Overall Core Satisfaction: Overall CORE Satisfaction: 0.66423
e Areas of Improvement: Security and Item Searching

= Important Note. Out of 25 People 11 had ordered online so this way taken into
consideration.



On Average how long did you have to
wait for a product to be delivered?

More than

10 Warking
More

Days
Next Day than 10 o%
0% Days Next Day

0% More than 4

Dellvery
0%

Working
Days
1%

All Responses Only People who had ordered



Examples of
Responses

Most respondents were happy with the design and layout of the website.
The CORE satisfaction value here was 0.67,

Mothercare respondents were satisfied with the interactivity of the
website, with this question receiving a CORE satisfaction value of 0.88.

Only 11 out of 25 had Shopped on-line — This could indicate Browsing, or
Customers preferring Direct Sale Approach

Respondents felt that a product being on promotion would highly
influence their buying pattern.



Conclusion

=" Managed to successfully to maintain a competitive position through their recovery
plan by reinventing themselves

= By working on product, developing channel, improving operating standards and
services

= Effectively cultivated customer relationships

= Values chain successful consisting of good sourcing of products, sales and
distribution and customer service, whilst also building an ‘online community’

= Evidence of innovation and ‘sustain’ in business cycle.



Conclusion

Room for improvement...

= I[mprove services world-wide by investing in more
network servers and distributing systems. Mothercare
only offers a UK-based website

= No international delivery

= Stock information not emphasised enough on
website



