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From the 4P’s
to 4E’s of Marketing:

Navigating the New Rules
of Retall Engagement
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Retall |
(re)evolution




Evolution of
Shopper Typologies

BOOMERS
Ages: 60-78

GEN X
Ages: 44-59

GENY
(Millennials)

Ages: 28-43

watt

Personal Style: Authoritarian
Shopping Style: Seek Direction

Personal Style: Navigators
Shopping Style: Seek Guidance

Personal Style: Nurturers
Shopping Style: Seek Partnership

GEN Z Personal Style: Collaborators
Ages: 12-27 Shopping Style: Seek Co-Creators

= Entrepreneurial
= Self-actualized
= Digital Natives

The “throwback™ generation; self-reliant,
persistent, realistic, innovative, and less
frugal. They are optimistic & driven by
personal ambitions.




Maslow’s

Hierarchy e
Of Needs Esteem “I love

the brand”

Brand-Customer
Relationship

Love & Belonging  “I like the brand”

Safety & Security  “| understand the brand"

Physiological  “l know the brand"
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The NPS
‘Squeeze’

Promotors Passives Detractors
= Complacent
= Brand sameness

= Satisfied but not
delighted enough
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Self-actualization drives

Fulfilling Self-
potential expression

& helps In better
targeting and positioning
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Evolution

FROM 4P’s: TO 4FE’s:

Product = EXxperience
Price = Exchange

Promotion = Evangelism
Place = Every place




ROX

IS the new

ROI




Satisfaction

wafit

Delight

A
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Pleasure
with the
experience




Functional Experiential

Drivers Drivers
(100)

3

Price
Convenience

v
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New Discoveries

Pleasure
Index

138

I Treasure Hunt
Dlscovery Knowledge & Learning
(30%) Interactive / Immersive Experience

Inspiring Environment

- Craftsmanship / Authenticity
Q Ual |ty Touchpoint Interface

(26%) Service Interaction

Guarantee / Certification

Unique Destination Products
Range in Assortment (Curated)

(24%) Range in Solutions

Locally Sourced

Cause Community Engagement

Environmentally Sensitive
TRAKAXKY \ (0%
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Pleasure
Index 1 PROJECTED

BY GEN Z

138 1 0

118 [Exper t I]
Dri
F tional ]
Drivers
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OVERALL

Pleasure

Index

1338
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FASHION \

Pleasure
Index

GROCERY
Pleasure

FURNISHING

Pleasure
Index
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Best
Practices

Principles in Action
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Located in a 19™ century building in Camden
Market, guests are invited to an immersive
experience in an industrial environment that
fits with the Dr. Martens ethos.
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#TEAMUPUNTHETRACK

Usmg Instagrmw

music visuals for ‘Daydream’ by Cariss Auburn.
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MADE STRONG | DR. MARTENS




dyson

» The Dyson Demo Flagship store (NYC), designed by Sir James
Dyson himself, educates shoppers on the technology behind the
products and encourages shoppers to interact
with Dyson machines.

 Interactive demonstrations are dispersed throughout the store to
bring to life the science at the core of the machines.
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* Customers can have their hair professionally
styled using a Dyson tool of their choice.

» With purchase, the service fee will be
credited toward the product.

» Appointments can be booked over the
phone, online, or in-store
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Dyson Shop-in-Shop: Best Buy, NYC Dyson Shop-in-Shop: Harrods, London
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dyson Refubished Findastors  Forcompanies Conlactus  RegisterWarranly & Log in /Register

= Vacuumcleaners  HairCare  Airtreatment Headphones Lighting ~ Offers  Support

v15s detect submarine supersonic nural purifier big+quiet

Only at Dyson: HEPA filtration, integrated Only at Dyson: Exclusive colour. fO{mOIdehyde
accessory and exclusive gold colour. h N
e Shop Now Only at Dyson: potassium-enriched carbon filter
e Shop Now and CO: sensor.
canada.ca/fr/soins-des-cheveux/seche-cheveux/.../bleu-pervenche-topaze e Shop NOW

dyson ¢ RN B8 -

689 posts 529k followers 118 following

Dyson

We're in the business of making things work better. And we're passionate about
science, engineering and technology. Follow to see what makes us tick.
clicklinkin.bio/dyson

nadsdw and sofiiaoxo

O

Dyson V11 Pure Cool ... Lightcycle Airblade

i POSTS UIDE 5TV

suck it up

twice the suction. twice the power.

Suction power is measured in air wafts.

We have 160 air watts (AW), compared to our competitors"

80 AW or less. Our fechnology can't be copied.
I's protected by patents so you won'tfind it
in any other vacuum.
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THE DYSON V11 CORDLESS VACUUM
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1IKEA

IKEA (Wembley, UK) created a high tech immersive and interactive
experience that informed and delighted customers drawing them
into the retail space and increased the amount of time they spent
learning about and enjoying the products. They combined digital
elements with physical products in a way that is cool and exciting.
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IKEA WEMBLEY WORKSPACES PROJECTION MAPPING

motionmapping.co.uk




Clal‘dds

» Adidas launched the Springblade at their
‘Innovation Lab’ in Seoul, Korea.

» The Innovation Lab comprises 3 distinct zones, each
creating a course that leads the visitor through the space to
naturally explore and experience the brand and highlighting
the distinctive features of the high-tech shoe.
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QUICK TECH SPECS

Breathable Mesh
Keeps feet cool and comfortable

o‘d}ios

Protective Heel Counter
Keeps the foot “locked-in®
and increases stability
Techfit Upper
Reduces weight and
wraps seamlessly
around the foot to
form an ultra flexible
second skin

Ultimate Performance
Durable, high-tech polymer blades proven
through rigorous ballistics testing resist

p et ion for i
performance in any climate

Individually Tuned Blades
M}» 16 individually tuned blades harness and
" & . = release more energy to help propel you

forward with every stride

INTRODUCING THE NEW SRPINGBLADE

Y




ADIDAS RUNNING SPRINGBLADE COMMERCIAL




Location: New York, USA; Shanghai, China; Paris, France
These flagship stores are designed to be cutting-edge
retail spaces that merge physical and digital experiences.
They offer personalized services, exclusive products, and
interactive experiences, showcasing Nike’'s commitment
to innovation.

'|HOUSE GF NN
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Nike City Shop — showcasing unique curated styles of the city




Nike Sneakerlab — showcasing the best & largest assortment including latest arrivals and iconic legacy footwear
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Nike Arena — showcasing the latest brand innovations, content & advice from specialists
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Nike By You — customization playground allowing customers to personalize products as they imagine them
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Access to a team of athletes and experts, trained in all things Nike. Unlock more with The Nike App — your companion
to an easy and seamless experience, find out

about the latest innovations, and much more.
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< WORN
patagonia RS A Ear
Patagonia’s Worn Wear program celebrates the stories we wear, / , ' :
keeps your gear in action longer and provides an easy way to '

recycle Patagonia garments when they're beyond repair.

SALES & REPAIRS
/“ ~

REPAIR IS A .
RADICALACT L& | Tenbd

BETTER T
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IF AT S BROKE,

BT

Keep your gear going. Here's how.

Shop Trade In WORN WEAR

WORN WEAR

Shop TradeIn
patagonia

Worn Wear® allows you to
trade in and buy used
Patagonia® gear.




PN

wornwear @ m Message R e

1,236 posts 164K followers 625 following

Woen Wear

Keeping gear In play for koger Q

Trade-in or buy used Fpatagona
Sprout Anijworrwear

3

®posrs REELS TACGED

FIX A
BROKEN

'

—Yvon Chcuioic
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, COLLEGE TOyp | >

- gorNWe,  HER PR, = . o| ‘W

FREE REPAIRS

) WORN WEAR

o BETTER THAN NEW o

Sk ANt

Friday, March 3

Lat's haly crnnte o mearldd wethaen wmasie
. .

Sinthing Yales Or Tharsdap, Masca 2
wINE T Wein W Rapa's
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FREE (&)~ ONTHE
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Located in Columbia, Carulla FreshMarket is known for its wide
selection of high-quality fresh produce. 90% of the fruit and
vegetables sold at the store are grown nearby, demonstrating
the supermarket’s exceptional capacity for local sourcing.
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CARULLA FRESHMARKET
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Fruver Scan (Google Cloud-developed L4 (the social robot) Digital Information Kiosk
Al system) automatically recognizes welcomes visitors, interacts with
products placed on self-checkout scanner. them and answer questions.
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Carulla App: Brings together everything you need in a single
application - make your lists, check process, activate discounts,
complements and facilitates your in-store and checkout experience.

Carulla offers cooking classes.

escuela Donde
DE )

A

sabe mejorit
Receta de la semana

Tus productos frecuentes

coceala

° Diferentes categorias

Lievatus productos

Coudle
=
de mer ue Como prerlil

e mercado ptara q L con los mejores " _—

- compres en tiempo : : descuentos ‘D) <&\ O
récord L 5} eze |
\® /£
Vida sana Placeresdelmundo  Celebracién Parrilla
941 ol F -

Costillas de res selecto

(5 Q Afiadir método de entrega #

Mi Descuento & =

e
—— o—Puca Y
Agregar 7 Agregar I 1 Enun bowl agregala mantequilla 3 mm

con la azicar marena y Am
v:inﬂ]a. harina, la cocoa
hormeary Au&ﬁlmm

™ iHaz cl;c aqui y conoce nuestras clases del 2024!

(Rt & mloceos hAERIRAOT Y Integra todo sin batir muscho
color legra’
2,‘,, "&thm hasta tener una textura lisa.

. (2 v Continua ~_~

Sébado

Compra |2 grae mx

Qﬁ
@@@@

4Cémo puedo inscribirme?

Sabemos lo que
te gusta'y queremos -
- que compres con sélo
un clic

Vino Tinto Malbec 75..
3 Descuentos \asimoms

~ Entératedeuna
- ' receta semanal para
que saques el Chef -
que llevas adentro

Descuento: en cervezas
8BC

qumm

Soy Diamante

Carall FreshMarket Quinta Camacho, Bogots | Cra. 108 # 70-37, 2% piso
. N |.c rulla Sao Paslo, Medellin | Cra. 45818 Sur 135
CarullaF Pasce, Cali | CIL 18 m 127450
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The “Fresh System” Guide

TN Sistema
LIOR 900
S0 982806 fresco

LA BB BL L \o
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So how much
does this
really matter...
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Loyalty of
customer
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Recommend
to a friend
INcreases

124%
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Are emotionally
connected
consumers

valuable? lifetime value
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If you don’t 4_ 5X
get it right...

Relative impact of a negative
experience verses a positive one.

It takes 12 positive experiences to
make up for 1 negative experience.

| 48




INn closing...
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Key Takeaways

O Traditional retail paradigms continue to be challenged, led by the “Gen Z effect’ and the blurring of
the online and offline worlds; this is giving rise to the need to focus on the 4E’s of Marketing —
Experience, Exchange, Evangelism, and Every Place.

O Gen Z are fiercely independent, responsible and self-reliant; As true collaborators, your future
success will depend on how well you work with them rather than dictate to them. Earn their
respect.

O ROX s the new ROI - Though e-commerce is not replacing physical retail, it did create a
fundamental shift in how consumers perceive value. Customers are increasingly going to stores
less for purely utilitarian needs, and more for hedonic or experiential needs such as social
connection or entertainment. Activations right-sized to meet specific customer needs at each
touch-point along the shopper journey becomes more critical than ever.

A positive customer experience shows a stronger correlation to loyalty than customer satisfaction,
which is typically based on a single transaction or point in time.
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Key Takeaways

 Current KPI's such as CSAT scores and NPS provide valuable measures of performance in meeting
customer needs at different stages of the brand-customer relationship but fall short in effectively
measuring self-actualization and what really drives customer delight.

 Pleasure in the new measure! Retailers must think of their brand as an ecosystem of connected
experiences and design for the entire customer journey — and that does not necessarily begin or end at
the store.

O Keep top-of-mind the key components driving pleasure — Discovery, Quality, Choice, Cause — and
develop propositions, programming, activations, and experiences that directly respond to the sub-
drivers within each that correspond to meeting customers’ expectations.

d Above anything else, authenticity, innovation, information and education, storytelling with passion and

purpose, curated experiences, and nurturing community most strongly influence self-actualization and
drive motivation.

watt
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Key Takeaways

 Brands that align with consumers’ desire for self-actualization can significantly enhance value
perception allowing your brand to move away from fighting the battle on price alone and moving
towards more effective value creation — the same attributes that support self actualization also
support the building of positive value perception.

 Relevance is a key factor; the design of everything must speak to the customer — if it succeeds then
your brand creates the opportunity to tell its story and deliver a clear
and coherent message. Relevancy builds stronger emotional bonds which are the most effective at
driving sustained store traffic and true loyalty!
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Think
Differently
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RESEARCH STRATEGY CREATIVE

Thank You

Vince Guzzi
vguzzi@wattisretail.com
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https://play.google.com/store/apps/details?id=com.carulla.appcompania&hl=en_US
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