Does Matter in

What is e-commerce?

Impact on QUG & Gustomer Experience

In the second quarter of
2017, QVC's e-commerce
business accounted for
of US revenue.

QVC recently received a
gold award in e-
commerce Customer
Service.

QVC continues to raise the bar
on customer experience to
surprise and delight customers,
and exceed expectations.

QUG's E-commerce Process: How does it start?

QVC's consumers
are placing the
most orders in
Pennsylvania,
California, and

New York.

Distributio..

CA

IL

KS
United 20N : VE
S N

OR

PA

SC

VA

Pennsylvania and
SENGINIELMEVEGE
most distribution
centers, 4 and 3
respectively.

- e e ™

Delivery Speeds

From the time of order placement to . —
the order delivery, QVC's delivery
speeds range from an average of 5.7

to 9.7 days.

Orders take nearly as long
to ship to states in the West.
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Determining Bottleneck Areas
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l Merchandising Departments Generating Most Value
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Home decor was the most popular item ordered in each of the bottleneck states.

Distribution of Popular Merchandising Departments
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Focus on Most Valuable Department: Home Decor

North Carolina, Virginia, and South Carolina
are the top three distributors of home decor.
However, none of these states are close to the
West Coast, which is where the majority of
home decor orders are coming from.

Home decor products should be located in
distribution centers in California or Oregon, so
that the delivery speed can become quicker
for these orders.

Advantages of faster delivery speeds

of orders arriving in 5 days or less could generate
a "promoter.” A promoter is a shopper who is more
likely to be a repeat buyer and will exercise word-
of-mouth marketing.

of shoppers are more
inclined to buy if the retailer

of online shoppers say faster offers same-day delivery.

delivery would increase their
trust with the brand.

@ QUG's shipping speeds effect on customer's behavior
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A customer's loyalty translates info more sales, which means
greater profit.

What does this mean for QUG?

Maximizing Customer Penetration
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departments. The majority
of apparel are being
distributed from
Pennsylvania, while North
Carolina distributes more
health/beauty products.
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Reevaluating Distribution Netfwork

Distribution State
| [

Hi

b=

. NE

[ |ls

| IF

Bk

| )

| K

Merchandis..

k1)
W
Hama Dacar I
m I;

' Y

. r
-“ L
il

oo

Proposal for QUG

In order to maximize customer penetration and create a more efficient distribution network, QVC
should reallocate inventory for popular merchandise departments towards the west coast. This will
help to create faster delivery speeds, which will result in customer loyalty and higher spend.

Ultimately, QVC can generate
with a more

T -
E efficient business process!

Data Set Provided by QVC
http://corporate.qvc.com/documents/20536/164719/QVC+Fact+5Sheet+Q2+2017+8-8-17 _final.pdf/e9576a5a-7b0e-41c1-a3ec-
d55c65cheead
https://"www.digitalcommerce360.com/201//02/17/us-e-commerce-sales-grow-156-2014/
http:/fwww.networksolutions.com/education/what-is-ecommerce/
http:/fwww.mhlnews.com/transportation-distribution/delivery-time-top-priority-online-shoppers
https://www.roadie.com/blog/2017/09/shipping-strategy
https://sourcingjournalonline.com/study-delivery-time-plays-major-rele-consumer-loyalty-td/
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