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Welcome to our eBook:

Six actionable strategies retail businesses can

implement today to drive personalisation,
optimise supply chain metrics, and implement
effective pricing and promotion tactics.

This eBook will provide you with actionable insights and strategies to leverage the
power of data for better business outcomes.

In today’s competitive retail landscape, harnessing data to inform strategic
decisions is no longer an option but a necessity. From personalising customer
experiences to optimising supply chain operations, to tweaking pricing and
promotion strategies, data plays a crucial role at every step.

As a leading data value platform, Kleene.ai is dedicated to helping you realise
the full potential of your data. We understand that every piece of data tells a
story, and when appropriately analysed and applied, it can unlock significant
opportunities for growth and profitability.

This eBook outlines how you can utilise data to implement six key retail
initiatives to drive growth and reduce costs:

Personalised Customer Engagement
Implement a 360-Degree Customer View
Personalised Pricing

Personalised Marketing

Optimised Supply Chain

Optimised Inventory
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PERSONALISING
CUSTOMER ENGAGEMENT

Personalising customer engagement represents a crucial strategic approach
that involves creating individualised, tailored experiences based on customer
preferences, behavioural patterns, and past interactions.

At its core, personalisation is about leveraging data to better understand your
customers, segment them into distinct groups, and tailor your marketing
campaigns, product recommendations, and service options to fit their unique
needs and preferences.

To illustrate, consider how data from past purchases can help you determine
which products a customer might be interested in. If a customer often buys
sports gear, for example, you might use this information to recommend related
products they haven't bought yet, such as new arrivals in the sports gear
category, thereby increasing the likelihood of repeat purchases.

Similarly, data derived from customer feedback can play an instrumental role
in identifying common pain points or areas for improvement. For instance, if
customers frequently complain about the difficulty in finding products on your
website, you may need to revise your site’s navigation or search functionality.

Addressing these pain points not only enhances the overall customer
experience but also improves your relationship with the customer,
encouraging loyalty and repeat business.
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Behavioural data can also provide invaluable insights into when customers are
most likely to shop, enabling businesses to optimise their engagement efforts.
Knowing that a significant portion of your customers shop late at night, for
example, could lead to extended customer service hours or timed promotions to
capitalise on these shopping habits.

As you venture into personalising customer engagement, there are few key
metrics you need to track on to ensure your efforts are effective:

Customer Segmentation

This involves dividing your customers based on various factors,
such as their behaviour, demographics, and preferences.

Once you've segmented your customers, you can measure

the effectiveness of this strategy by tracking changes in sales,
engagement, and customer satisfaction within each segment.
A rise in these metrics could indicate that your personalised
engagement efforts are resonating with your customers

Customer Retention Rate

f‘-:\\ This is the percentage of customers who continue to buy from
N2 your business over a given period. An increase in this rate

could signal that your personalised engagement strategies are
successful in fostering loyalty and encouraging repeat business.

Net Promoter Score (NPS)

®@© NPS is a customer satisfaction benchmark that measures how
E D likely your customers are to recommend your business to others.
A higher NPS could be an indication that your personalisation
strategies are not only satisfying your customers but also
turning them into advocates for your brand.
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Leveraging a tool like Kleene.ai can make the process of personalising
customer engagement much simpler and more effective.

By consolidating customer data from various sources, such as your CRM, sales
records, marketing interactions, and customer service communications, Kleene.ai
enables you to gain a holistic view of your customer.

This unified perspective of customer behaviour and preferences allows you
to more accurately segment your customers and create highly relevant,
personalised engagements.

With this approach, you are more likely to enhance your customer’s lifetime
value (LTV) by deepening their relationship with your brand and decrease your
customer acquisition costs (CAC) by fostering higher customer retention. With
Kleene.qi, personalising customer engagement becomes a data-driven, highly
targeted, and ultimately more successful endeavour.
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IMPLEMENTING A
360-DEGREE CUSTOMER VIEW

A 360-degree customer view represents an exhaustive and integrated approach
to understanding your customers. This approach involves gathering and
integrating data from every customer touchpoint — whether online or offline —
to create a comprehensive depiction of customer behaviour, preferences, and
interactions. It entails amalgamating data from diverse sources such as online
and offline purchases, customer service interactions, social media engagement,
email responses, and more.

Consider the case where a business merges online browsing data with purchase
history. This combination could help identify customers who frequently browse
specific products but don't end up purchasing them. Armed with this information,
the business could design and target these customers with special offers or
incentives that could potentially convert their interest into actual sales.

A 360-degree customer view represents an exhaustive and integrated approach
to understanding your customers. This approach involves gathering and
integrating data from every customer touchpoint — whether online or offline —
to create a comprehensive depiction of customer behaviour, preferences, and
interactions. It entails amalgamating data from diverse sources such as online
and offline purchases, customer service interactions, social media engagement,
email responses, and more.

Consider the case where a business merges online browsing data with
purchase history. This combination could help identify customers who
frequently browse specific products but don’t end up purchasing them. Armed
with this information, the business could design and target these customers
with special offers or incentives that could potentially convert their interest into
actual sales. Similarly, combining data from customer service interactions
with purchase history can unveil common issues with certain products. By
understanding these patterns, businesses can address recurring problems and,
in turn, augment customer satisfaction and loyalty.
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This approach also allows for proactive problem-solving, as companies
can identify and rectify issues before they escalate and lead to customer
dissatisfaction or churn.

Tracking specific key metrics can help gauge the effectiveness of implementing a
360-degree customer view:

Customer Satisfaction Score (CSAT)

b
b2

w

This measures how satisfied customers are with your products
or services. An uptick in CSAT could indicate a successful
implementation of the 360-degree view, as you've been able to
respond to customer needs more effectively.

Cross-Sell and Upsell Rate

A thorough understanding of customer needs and behaviours could
result in an increase in these rates. As you gain a more holistic

E 2y

comprehension of your customers, you can better target yourcross-
sell and upsell efforts, presenting customers with products or
services that genuinely cater to their preferences or requirements.

Churn Rate

The churn rate — the percentage of customers who stop doing
business with you over a given period — should ideally decrease
upon the successful implementation of the 360-degree view. A

comprehensive understanding of customers enables you to improve
their experiences, foster loyalty, and ultimately reduce churn.

A data value platform can be a formidable tool in facilitating the implementation of
a 360-degree customer view. By seamlessly integrating data from all your customer
touchpoints iti presents all the customer-related information in an easily digestible
and accessible format. This consolidated view of your customer makes it easier for
your business to discern patterns, identify trends, and spot opportunities to bolster
key metrics.

Moreover, a data value platform such as Kleene.ai optimises your sales funnel

by enabling targeted customer engagements, improved response to customer
needs, and strategic initiatives that stem from an informed understanding of
your customers. This not only amplifies your customer satisfaction rates but also
enhances the overall efficiency of your sales and marketing efforts.
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PERSONALISED PRICING

Personalised pricing involves adjusting prices based on individual customer
characteristics and purchase behaviour. This might involve using data to identify
price-sensitive customers and offering them discounts, or identifying high-value
customers and offering them premium services.

For example, by analysing purchase history and behavioural data, you might identify
customers who often buy items on sale and target them with special discounts.
Alternatively, you might identify customers who frequently buy high-value items and
offer them premium services to enhance their shopping experience.

Key metrics for this initiative include:

Conversion Rate

o
©an@ This refers to the percentage of customers who make a purchase
eliM® after seeing a personalised pricing offer. A higher conversion rate
indicates a more effective personalised pricing strategy.

Average Order Value (AOV)

This is the average amount spent each time a customer places an
order. An increase in AOV can indicate that personalised pricing is
encouraging customers to spend more.

[

Profit Margin

This is the difference between the revenue generated from sales and
the cost of those sales. An increase in profit margin can indicate
that personalised pricing is effectively maximising profitability.

=0

Kleene.ai can support this by integrating sales and customer data, providing the
insights necessary to implement effective personalised pricing strategies. With
Kleene.qai, you can analyse your customer’s buying patterns, allowing you to optimise
your pricing strategy and enhance LTV.
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PERSONALISED MARKETING

Personalised marketing is a strategy that uses insights from customer data
to customise marketing messages and offers, aligning them with individual
customer preferences and behavioural patterns.

This method involves not only the use of data to segment customers but also
the development of unique marketing campaigns designed specifically for
each segment. Moreover, the systematic evaluation of the success of these
campaigns is crucial to continually refine and adjust marketing strategies.

For instance, in-depth analysis of customer data can help identify different
customer interests. You could recognise a group of customers who exhibit
a particular fondness for a certain category of products, then target these
customers with relevant marketing messages, consequently improving
engagement.

Besides this, assessing the performance of these marketing campaigns by
monitoring metrics such as click-through rates and conversions can provide
valuable insights. These insights can be utilised to adjust marketing strategies,
allowing businesses to maximise engagement and conversions.
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Key metrics to track the effectiveness of personalised marketing include:

Click-Through Rate (CTR)

EL]‘_'J[E] This is a measure of the proportion of individuals who click on a

= = personalised marketing message out of the total number who
viewed it. An increase in CTR suggests that personalised marketing
messages are resonating better with the audience.

Conversion Rate

®&5® This refers to the percentage of individuals who complete a desired

@,W@ action (such as making a purchase or signing up for a newsletter)
after clicking on a marketing message. An increase in conversion
rate suggests that personalised marketing messages are effectively
influencing customers’ behaviours.

Return on Marketing Investment (ROMI)

This is a measure of the profitability derived from marketing
campaigns. An increase in ROMI suggests that personalised
marketing is successfully driving sales and profitability, hence
representing a good return on the investment made.

Kleene.ai can play a pivotal role in enhancing personalised marketing efforts by
integrating marketing data with customer data from various touchpoints and
providing advanced analytics capabilities. BY using a data analytics platform like
KLeene.qai businesses can effortlessly segment customers, create personalised
marketing campaigns, and track their performance in real-time. Moreover, the
platform empowers businesses to adjust their strategies based on data-driven
insights. These capabilities facilitate an increase in conversion rates and foster
customer loyalty, thereby boosting Lifetime Value (LTV) and enhancing the overall
effectiveness of marketing efforts.
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OPTIMISING THE SUPPLY CHAIN

Efficient supply chain management is a vital cog in the operations of any
successful business. It involves streamlining supply chain operations with
the dual objective of minimising costs and enhancing customer service. This
often requires the intelligent use of data for demand forecasting, inventory
management, and logistics optimisation.

For instance, leveraging sales data for precise demand forecasting can ensure
that you maintain an optimal stock level, thereby minimising storage costs and
averting the risk of stockouts. A well-managed inventory keeps you prepared
to meet customer demand at any given time, ensuring a seamless shopping
experience for your customers. Similarly, the strategic application of data can
enhance your logistics operations, ensuring the swift and efficient delivery of
products to customers.

This not only amplifies customer satisfaction through prompt service but also
aids in cost reduction by eliminating wasteful practices and promoting efficient
resource allocation.
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Several key metrics can help measure the effectiveness of your supply chain
scaling initiative:

Inventory Turnover
\nd’ This metric reveals how frequently a business has sold and
|5 $ J replaced inventory during a specified period. A higher turnover rate

signifies a more efficient supply chain, as it indicates your ability to
sell and restock efficiently, reducing holding costs.

Order Accuracy

G This metric refers to the percentage of orders that are accurately
fulfilled, without any errors. A higher order accuracy rate
contributes to cost reduction (by minimising returns and rework)
and increases customer satisfaction, as customers receive exactly
what they ordered.

Delivery Time
This measures the duration between when a customer places an
order and when they receive the product. Shorter delivery times

generally translate into higher customer satisfaction and loyalty,
as they provide customers with a prompt and efficient service.

A data value platform can play an instrumental role in augmenting your supply
chain operations. By consolidating supply chain data from multiple sources and
offering powerful analytics capabilities, Kleene.ai enables you to closely monitor
and optimise your supply chain operations.

Whether it's maintaining the right inventory levels, ensuring prompt delivery, or
reducing operational costs, a data value platform such as Kleene.ai gives you the
tools to make informed decisions that drive efficiency. By enhancing your product
availability and delivery efficiency, you can enhance your customer lifetime

value (LTV). Concurrently, by reducing operational costs, you can decrease your
customer acquisition cost (CAC), thereby improving your overall profitability and
operational effectiveness.
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OPTIMISING INVENTORY

Inventory optimisation is a sophisticated process that involves a strategic
management approach to align inventory with customer demand, whilst
reducing storage costs and minimising the risk of losses from unsold or obsolete
products. Achieving this delicate balance requires a comprehensive data-driven
approach that includes the analysis of various data sources such as sales data,
supplier lead times, seasonal trends, and warehouse capacity.

Inventory Turnover Ratio

5@ This measures how often your inventory is sold and replaced
(o over a certain period. A higher turnover rate generally

indicates a more efficient supply chain and effective inventory
management. It signifies that you're selling your goods quickly
and not holding excessive stock.

Days of Inventory Outstanding (DIO)

This metric calculates the average number of days that
inventory is held before it's sold. A lower DIO is typically more

favourable, as it indicates that you're selling and turning over
your inventory quickly, which can free up cash flow and reduce
storage costs.

Stockout Rate

This is the percentage of time that an item is out of stock
when customers want to buy it. A lower stockout rate is ideal
as it indicates that you're meeting customer demand more
effectively. It is critical to customer satisfaction and can
influence repeat business.

Overstock Rate

This metric measures the percentage of items that remain
unsold after a certain period. A lower overstock rate is better,
as it indicates that you're not tying up capital in products that
aren't selling.
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For instance, by using data from past sales, you can pinpoint products with the
highest turnover rates and ensure these are always adequately stocked. Conversely,
slow-moving items can be ordered in lower quantities to mitigate storage costs and
the risk of obsolescence.

Furthermore, combining sales forecasts with supplier lead times data allows
businesses to optimise their reorder points and quantities, thereby maintaining an
optimal level of inventory at all times.

Kleene.ai can provide significant assistance in inventory optimisation efforts by
consolidating these varied data sources into a single platform. It offers sophisticated
analytics capabilities that empower businesses to predict future demand, assess
supplier performance, and keep a pulse on warehouse capacity.

Armed with these insights, businesses can make strategic decisions about when
and how much to order, thereby improving inventory turnover, reducing storage
costs, and enhancing customer satisfaction through consistent product availability.
The strategic utilisation of Kleene.ai can ultimately lead to optimise inventory levels,
supporting overall business efficiency and profitability.
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CONCLUSION

As the retail industry becomes increasingly data-driven, harnessing the power of
data for strategic decision-making is not just desirable, but necessary. Whether
it's improving customer engagement, optimising supply chain operations,

or refining pricing and promotion strategies, the initiatives discussed in this
eBook are designed to provide a roadmap to success in the competitive retail
landscape.

Where Kleene.ai sets itself apart is its unique ability to not just provide
visibility into your data but to transform it into actionable insights. Traditional
ERP systems may offer you a view of your data, but that's often where their
assistance ends.

With Kleene.ai, we go beyond just showing you the numbers. Our platform brings
all your data together, from various sources, giving you a holistic view of your
business operations. But more importantly, we equip you with the advanced
analytics capabilities to derive meaningful insights from this data, leading to
informed strategic decisions and initiatives that can drive significant value for
your business.

By implementing the strategies outlined in this eBook with Kleene.ai, your retail
business stands to increase key metrics such as Customer Lifetime Value (LTV)
and decrease costs like Customer Acquisition Costs (CAC) and optimise supply
chain metrics like OTIF or stock turnover. More so, these strategies provide the
foundation for long-term, sustainable growth.

In summary, the power to revolutionise your retail business lies within your data.
With Kleene.qi, you are not just seeing your data; you are understanding it,
learning from it, and most crucially, acting upon it.

We hope you found this eBook valuable and look forward to partnering with you
on your data-driven journey.

Join us at Kleene.ai, and together, let’s not just see what your data has to say,
but listen, learn, and leverage it for strategic value and business growth.
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